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A Message from the Rhode Island State Long Term Care
Ombudsman

Dear Friends,

As we reflect on 2025, we do so with deep gratitude and a renewed sense of
purpose. This year brought meaningful progress alongside real challenges,
each a powerful reminder of why the Long Term Care Ombudsman Program
is so vital.

One year ago, [ stepped into the role of State Long Term Care Ombudsman.
Over the past year, | have learned many lessons, but above all, | have wit-
nessed the strength that comes from collaboration. Together with our
dedicated community partners, supporters, families, volunteers and most
importantly residents, we have worked to strengthen residents’ rights and

ensure they are supported in living lives of dignity and respect.

Lori Light
Through expanded education efforts and care partner meetings, we have
Rhode Island State ., \tinyed to elevate resident voices and promote accountability across the
Ombudsman

long term care system.

This year also brought forward new efforts aimed at strengthening support for individuals and families
as they work to understand and navigate Rhode Island’s long term care system. This work is never done
alone it is made possible by your shared commitment to fairness, dignity, and ensuring access to timely
and compassionate care.

As we look toward 2026, we recognize challenges remain. Workforce shortages, uncertain funding, and
increasing service needs will continue to place pressure on both our programs and the people who rely
on them.

Even so, we move ahead rooted in community, guided by the voices and experiences of those we serve,
and sustained by your ongoing support.

Thank you for standing with us and for your commitment to protecting the rights of Rhode Island’s most
vulnerable residents.

With gratitude,

Lori Light
State Long Term Care Ombudsman
Rhode Island



Our Mission

Empowering voices, protecting rights, and improving quality of life for
individuals in long term care through compassionate advocacy and ethical
support.

Program Overview

The Rhode Island Long Term Care Ombudsman Program (LTCOP) is dedicated to protecting and promoting
the rights, dignity, and quality of life of individuals living in nursing homes, assisted living residences, and
those receiving home care or hospice services. The Program serves as an independent, resident directed

advocacy resource for some of Rhode Island’s most vulnerable populations.
Skilled Nursing

Facilities in RI: 76
The LTCOP is mandated by the federal Older Americans Act and Rhode Island Number of Beds: 8,405

General Laws Chapter 42-66.7, also known as the Long Term Care Ombudsperson
Act of 1995. Through this authority, the Program works to ensure that the voices of

long term care residents are heard, their rights are upheld, and their concerns are & | !
. . . . e
addressed in a timely and effective manner. & = 4 °“‘“‘*.

Assisted Living
Facilities in RI: 66
Number of Beds: 5,026

The State Ombudsman collaborates with state agencies, advocacy organizations,
policymakers, legislators, and other stakeholders to strengthen protections for
residents at the systems level. In partnership with the Program Facilitator, the State
Ombudsman also identifies emerging trends, service gaps, and systemic challenges,
and works to advance improvements within Rhode Island’s long term care system.

Ombudsmen are highly skilled advocates who focus on resident directed outcomes.
They investigate complaints, provide consultation and education, and pursue resolutions that align
with each resident’s preferences and expressed wishes. Through direct advocacy and empowerment,
Ombudsmen help residents understand and exercise their rights, ensuring their concerns remain at
the forefront of care and policy decisions.

Operating Budget Program Funding for the
Office of the Rhode Island

Program for FFY 2025
State Long Term Care

Listed below is the expenditure information

Ombudsman required for the submission of the annual
National Ombudsman Reporting System (NORS)
The Rhode Island State Long Term report.
Care Ombudsman Program is
supported by federal funding and The LTCOP has an operating budget of $787,697
state grants through the Rhode Island Federal Funds OAA Title VII $101,042

Office of Healthy Aging, philanthropic
giving and private donations under
the umbrella of the Alliance for Other Federal Funds $239,400

Better Long Term Care, Inc. State Funds $395,564

0OAA Title III- State level $51,691




Advocating Across Rhode Island:
The True Power of the Long Term Care Ombudsman Program in

Over 2000 Complaints Investigated
143 Facilities Visited
5 FTE Staff Ombudsman 7 Volunteer Ombudsman
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® 1n202 5, on average 1 FTE Ombudsman served 30 facilities and investigated over 300
complaints.

A
ﬁ Ombudsman Made 1,248 visits with residents- Ombudsmen connect with residents,
observe care firsthand, and identify systemic issues early.

Conducted training sessions for facility staff - Ombudsmen train facility staff on
residents’ rights and good practices to promote individualized, quality care.

; Provided 892 instances of Information and Assistance Empowering residents, and
their family and friends, with information and resources about their rights and how to take action.

Where Residents Needed Support Most in 2025

= Abuse, Neglect, Exploitation
m Admission, Transfer, Discharge,
Eviction
: m Facility Policies, Procedures,

Practices

m Care

= Autonomy, Choice, Rights




Successes & Barriers

SUCCESSES IN PROVIDING SERVICES TO RESIDENTS OF LONG TERM CARE FACILITIES IN 2025:

Increased Access & Information: The Rhode Island Long Term Care Ombudsman Program expanded its outreach efforts
through increased use of social media and virtual platforms as tools to reach residents, family members, and the broader
community. These efforts provided timely, real time information related to resident rights, long term care issues, advocacy
resources, and updates impacting residents living in nursing facilities and assisted living residences. The program also increased
community engagement through participation in senior resource fairs, community education events, and outreach activities held
throughout the state on a monthly basis. These events provided valuable opportunities to educate the public about the role of the
Ombudsman Program, increase awareness of resident rights, connect individuals with available resources, and encourage families
and residents to seek assistance and advocacy when concerns arise. The program also implemented an "off-hour" visitation
schedule, targeting facilities with histories of staffing shortages or quality of care concerns by conducting evening and weekend
visits to better assess conditions and support residents outside of standard business hours.

Expansion of participation in Resident and Family Councils: The Long Term Care Ombudsman Program continued to
prioritize attendance and participation in Resident and Family Council meetings throughout the year in an effort to further
empower residents and strengthen resident-directed advocacy within long term care facilities. Ombudsman presence at these
meetings provided residents and family members with increased opportunities to voice concerns, receive education regarding
resident rights, and discuss quality of care and quality of life issues in a supportive environment. Increased participation also
helped foster stronger communication between residents, families, facility administration, and the Ombudsman Program, leading
to earlier identification of systemic concerns and more timely resolution of issues. Through ongoing support and encouragement,
residents were empowered to advocate for themselves, participate more actively in decisions affecting their daily lives, and
strengthen their collective voice within their facilities.

BARRIERS THAT PREVENTED OPTIMAL OPERATION OF THE PROGRAM IN 2025:

Resource Limitations: As the demand for advocacy and Ombudsman services continues to grow, the Long Term Care
Ombudsman Program continues to face significant resource limitations that impact the program'’s ability to operate at an

optimal level. The Ombudsman Program has experienced substantial increases in both the number and complexity of cases,
continued expansion of long term care settings, increased resident acuity, and growing demand for resident and family advocacy
services. During this same period, long term care facilities have faced greater regulatory complexity, staffing instability, and higher
rates of resident behavioral health and dementia related needs, all of which require more intensive Ombudsman involvement,
investigation, and follow-up. Limitations continue to impact staffing capacity, outreach efforts, volunteer expansion, training
opportunities, and the program’s ability to maintain a consistent presence in facilities statewide. As complaint investigations and
systemic advocacy efforts become increasingly time intensive, the program remains challenged to meet the growing needs of
residents while maintaining adequate coverage across all licensed long term care facilities in Rhode Island.

Fear of Retaliation: Fear of retaliation continues to be a significant barrier preventing residents from voicing concerns, asserting
their rights, or filing grievances regarding care and quality of life issues within long term care facilities. Many residents expressed
fear that reporting concerns could result in negative consequences, including changes in staff attitude or treatment, reduced
responsiveness to care needs, social isolation, or being labeled as “difficult.” This fear is particularly heightened among residents
who are highly dependent on staff for daily care

and support.

The Ombudsman Program continues to work to
build trust with residents, educate individuals

regarding their rights, and reinforce protections Fear is retaliation in itself. It psychologically
against retaliation. However, fear of reprisal : . :
remains a substantial obstacle to identifying affects the resident lnternally. They re

concerns early and ensuring residents feel safe : 1
exercising their rights and participating in dependent on staff in the faCﬂlty and they

advocacy efforts. Continued education for feel helpless. , ,

residents, families, and facility staff regarding

grievance rights, resident protections, and the
importance of a culture of open communication —Elion Caspi, lead Author, “A Ridge Over Scary Water: Ombudsman Program Strategies
remains critically important. and Barriers in Addressing Residents Fear of Retaliation in Long Term Care Homes”



Policy, Regulatory & Legislative Priorities for 2025

H5169/S484 Supporting Resident & Family Councils in Assisted Living: Transparency
and Increase Notice in Assisted Living Rates To empower both residents and families to form and
sustain councils to advocate for improvements in the quality of their care and quality of life To create
transparency of residences’ rates and fees for prospective residents, and require 120 days notice for
increases.

H5170/S787 Supporting Family Councils in Nursing Homes; To help empower long term
care residents and their families/care-partners to form councils to advocate together to ensure that all
residents receive the best possible care and quality of life.

H5466/S96: Increase the Medicaid Personal Needs Allowance for Nursing Home Residents to
$100 per month.

H5303/STBD: Healthcare Professional Complaint History Transparency Act

H6074/S696: Authorizes an increase in resource eligibility limits for persons with long term care
needs who reside at home and requires semi-annual reports from Medicaid certified assisted living
facilities and adult day service providers to the EOHHS (Shanley/Vargas).

H5352 /STBD: Creates the position of dementia services coordinator within the department of
health to coordinate the department's approach to Alzheimer's disease and other forms of dementia.

S$487: Prohibits any personnel, in any healthcare facility, from asking the legal immigration status of
any patient.

National Activities

National Essential Caregivers Bill: We strongly support the passage of this bill, which would
ensure individuals in long term care settings have the right to designate essential caregivers, even
during public health emergencies.

Reauthorization of the Older American Act (OAA) LTCOP continues to advocate for updates
to the regulations associated with the reauthorization of the OAA.



Partnerships and Collaboration

Emergency Preparedness (DOH/FEMA)

Governor’s Disability Commission

Pride in Aging
Senior Agenda Coalition of Rhode Island (SACRI)
Mental Health Coalition
Rhode Island Coalition for Elder Justice
Attorney General Elder Abuse MDT Task Force
Disability Law Association
Long Term Care Coordinating Council
National Ombudsman Resource Center (NORC)
Protection and Advocacy for Individuals with Mental Illness (PAIMI)
National Association of State Long Term Care Ombudsman Programs
Rhode Island Department of Human Services (DHS)
Dept of Behavioral Healthcare Developmental Disabilities and Hospital (BHDDH)
Rhode Island Department of Health, Division of Facilities Regulation (DOH)
Office of the Rhode Island Attorney General @y

Administration for Community Living (ACL)




Voices from the Field

“Because of the Ombudsman, I felt heard for the first time in years.”
— Long Term Care Resident, Smithfield, Rhode Island

"This program brings a level of accountability and humanity that
every facility should have."
— Facility Staff, Warwick, Rhode Island

"Without their help, my mother’s concerns would have gone
unanswered. They made a big difference."

- Family Member, Providence, Rhode Island

"The ombudsman helped me understand my rights and made me
feel safe again."
- Assisted Living Resident, Pawtucket, Rhode Island
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Meet Our Staff

Charline Scanlon Beth Mantia
Program Facilitator Lori Light Volunteer Ombudsman Coordinator
Certified Long Term Care Ombudsman Rhode Island State Certified Long Term Care Ombudsman

Long Term Care Ombudsman

Dino Russo

Renee Miller Certified Long Term Care Natasha Milhomens
Certified Long Term Care Ombudsman Ombudsman Administrative

Ombudsman Assistant

Core Values \

Ethical Practice Compassion and Empathy
Resident Rights and Autonomy Confidentiality and Trust
Equity and Non-Discrimination Person Centered Advocacy
Education and Empowerment Collaboration and Problem Solving

Accountability and Follow Through Meaningful Presence an




Become a Certified Volunteer Ombudsman

Becoming a Certified Long Term Care Volunteer Ombudsman (LTCO) is a
meaningful opportunity to advocate for and support residents living in long term
care facilities throughout Rhode Island. Volunteers complete a comprehensive 36
hour online training program and a background criminal investigation (BCI) prior
to certification.

Training includes guided online coursework, self-study, and hands-on shadowing
alongside experienced Ombudsman representatives in long term care settings.
Once certified, Volunteer Ombudsmen are assigned to one or more facilities where
they make regular visits to build relationships, listen to resident concerns, and help
protect resident rights, dignity, and quality of life.

Our Ombudsman team provides ongoing guidance, support, and mentorship to
volunteers every step of the way.

For more information about becoming a Volunteer Ombudsman, contact:

Beth Mantia
Volunteer Ombudsman Coordinator
Phone: 401-785-3340
Email: Beth@Alliancebltc.org

Ensuring the rights, dignity, and well-being of individuals
living in long term care - today and tomorrow.




RHODE
Q“\\\‘ _ I'5'14

‘@))

1% 0
‘)““ Ff/‘»‘,

‘e,
2
=
e
§
)

o NG

%,
M ¢ppe oW

Our website, RISLTCOP.org, continues to serve as a valuable resource for residents,
families, caregivers, and community members seeking information about long term
care Ombudsman services and supports available throughout Rhode Island.

Visitors can sign up for our monthly newsletter, explore educational resources, read
our blog, learn about resident rights, and stay connected with the work of the Rhode
[sland State Long Term Care Ombudsman Program.

Follow the RI Long Term Care Ombudsman Program on Facebook, Instagram, and
LinkedIn to stay informed about advocacy efforts, community outreach, educational
updates, and resident-focused initiatives. Scan the QR code for direct access to the
website for the Rhode Island State Long Term Care Ombudsman Program.

Disclaimers

The information within this Annual Report for FFY 2025 provides an overview of the workings of the RI State Long Term Ombuds-
man Program. All data presented has been drawn from the National Ombudsman Reporting System (NORS) .

The Office of the State Long Term Care Ombudsman does not discriminate on the basis of race, color, religion (creed), gender, sexual
orientation, gender expression, age, disability, military status, or income in any of its activities or operations. These activities include
provision of services to residents or the public, the hiring or termination of staff and selection of volunteers.

422 Post Road - Suite 204, Warwick, R1 02888 401-785-3340



