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What is the VOP?

The Certified Volunteer Long-Term Care Ombudsman
Program (VOP) is a new program designed to place
trained volunteers in long-term care facilities to assist
Local Long-Term Care Ombudsman in carrying out the
duties described in the Older Americans Act.

(Iév?aAging.gov



Rationale for the VOP

e Majority of U.S. States already have volunteer
ombudsman programs
e Senate File 2336

e Approved addition of LLTCO to administer the
Certified Volunteer LTC Ombudsman Program

e |owa Code § 231.45

e Lays the groundwork for the Certified Volunteer LTC
Ombudsman Program.
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Volunteer Ombudsman Program

The Office of the State Long-Term Care Ombudsman is
responsible for:

e Volunteer recruitment

e Screening

* Training

e Certification

e Facility assignment

 Volunteer management
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The VOP Process

1. Application- Former RAC members
* " f and new volunteers
‘ V! e Reference check
; I 2. Telephone Screening
J/ ! 3. Training

; 24 hrs total required in first year

/ * 10 hrsin second year

. " * 6 hrs each year after
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The VOP Process (cont.)

4. Background check
e Criminal History
e Child Abuse Registry
e OIG- Exclusions

5. Follow-up consultation with VOP Coordinator

Facility orientation between facility administrator,
volunteer, and LLTCO

. At orientation a Point of Contact (POC) will be selected
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VOP Volunteers:

Must be over 18 and not have a conflict of interest or have had a
conflict of interest within the past 2 years in accordance with OAA.

e Spend 3-5 hours per month in unannounced and varied visits to
residents on any day of the week.

* Observe general conditions of facility; keep a log of observations.
 Observe, listen, and interact with residents; identify concerns.

* Aid and empower residents in resolving concerns and complaints.
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VOP Volunteers:

e Refer concerns, questions, or unresolved complaints to facility
point of contact (POC) and VOP Program Coordinator.
e VOP Coordinator communicates information to Local
Ombudsmen.

* Request the names of new admissions from the facility POC; visit
new residents to explain the VOP.

* Provide general information to residents and families.
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VOP Volunteers may also...

e Conduct initial inquiries regarding complaints made to Office of
the State LTC Ombudsman at the request of Local LTC
Ombudsmen.

 Provide follow-up visits on cases investigated by the Local LTC
Ombudsmen and monitor facility progress.

e Attend Resident and Family Council meetings at the request of
council members.
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VOP Volunteers Do Not

 Volunteer for facility or participate in social activities with residents.
e Establish personal friendships that will affect their advocacy role.

e Actas Local LTC Ombudsmen.

e Receive paychecks; accept gifts/meals from families, residents, staff.

e Disclose resident concerns or issues to the POC or others, unless
resident permission has been given.
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VOP Volunteers Do Not (cont.)

 |nterpret medical, health, or financial information for residents.

e Become involved with or make medical, legal, or financial
recommendations.

e Perform any type of hands-on personal care, activity, or treatment
for residents.

e Have regulatory authority or involvement with surveyors.
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Goal of VOP

e Greater consistency across volunteers

 Clearer expectations and understanding of the
volunteer role

e Smoother process and increased communication
between all parties

e Smaller issues resolved early without further
involvement from DIA, LTC Ombudsman
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Interested in Volunteering?

Contact:
Merea Bentrott, Ph.D., VOP Coordinator

lowa Department on Aging
Direct (515) 344-0052 | Toll Free (866) 236-1430
Merea.Bentrott@iowa.gov
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