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WHAT IS AN OMBUDSMAN?

x Advocate for home care, assisted living and nursing home

consumers

x Resolve complaints and offer selection assistance

x Independent State Ombudsman at ODA

x 12 regional programs

x State ombudsman certifies new staff
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Current Process
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DEFINE
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PROBLEM/OPPORTUNITY STATEMENT

. No standardization, reinvention

- Multiple calendars

- Uncertainty of content

. Education coor. runs in circles because of
others
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PROJECT

Scope:

Project is intended to standardize
the certification process of new

long-term care ombudsman. [:[INS'ST[N[:Y
§ »—O

Objective:

Reduce the number of steps and streamline the
process of certifying ombudsman specialists.
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DEFINING OUR SCOPE

Includes/Excludes Chart

Streamlining and Leaning the Ombudsman PD Process — “Leaning PD”

Includes Excludes
What Certification of ombudsman Certification of ombudsman
specialists associates and program directors
Where SLTCO training and on-the-job OCEs offered by SLTCO
training
When Next PD class CurrentPD class
Who New regional staff hired on or New regional staff hired before
afterJuly 1 July 1
Time Professional development Currentprofessional
session beginning no earlier than | developmentsession
Oct. 2014
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-SIP

Suppliers Inputs Process Outputs  Customers
Training Coor. Forms Certified Spec. Program Dir.
Presenters Agendas Knowledge State staff
State staff Presentations Letters/forms  Presenters
Consumer voice Equip/set-up ID cards Consumers
4
Coll_ect | Determine | | Welcome | _ Complete _ Send cert.
conflict of PD letter training, letter
interest schedule take exam
screen
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; PROCESS MAP
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MEASURE
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Number of modifications to training
calendar
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ANALYZE
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CURRENT PROCESS

~

Min of 84
steps

\

\

. /

-~

\_

Multiple,
changing
calendars

\

J
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No back ups

N

-~

>

Where’s the
content?

-~

e

No
established
exam dates

>

>
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’ T WORKIN
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X [t's not the person
- It's the process.

Variation
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WHY THE VARIATION

Here's that file
yvou asked for!

/

HANKS!
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IMPROVE
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PROJECT GOALS

1. Develop a standardized process so there’s no
guess work of what is the next step

2. End the “it depends”
3. Make it “automatic”
4. Stick to the established calendar of dates

5. Hold people accountable

LEAN@hio
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BRAINSTORM - FREE FLOW METHOD

x The team brainstormed and evaluated more
than 10 improvement ideas.
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w

Variation in process

w

No back-up for trainers

W

Modified and different versions of
calendar

LEAN@hio

How We Improved

w

Formulized process and
informing stakeholders

-

%
Presentations are created with
speaker notes saved in content
folder on shared drive, which allows

other team members can step in.

w

One master calendar
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COST SAVINGS

x Old process: 84 steps. Often more.
x New process: 60 steps.

LEAN@hio
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Future State of Scheduling Professional Development

Clectronically Request e-mail
Training Createtne o) || - aistroue i send calendar (Contact "‘":““ setup for Create foldecs | tucone moticnat
Coordinator calendar schedule via i appts e ° candidates on T Drive I
WAN and e-mail Kchedule group e-mail
O, a0 anly
one, calendar will Day ane, day
b= estabilished for two felcers as
FD that outlines exEt row for
all tramning clates, each sessian
topics, presenters, would continue
webinars and bt weould ordy
exarn dates. Wil cantan the
B e I
ol fur thons o1 A separate =
this tiena. Recoive Recelve Sonicer Tokdes Review and L‘ r
- SLTCO et b schedule and i appts in1hae 20 Solcar revise
informed of what ‘weblnar links weule contan all for
asdgnments they of the presentations
are responsible = presentations by
far inciaddual folder. by topic
sesmons. Calendor ERD prosanters
ket would would have the +
Include any pre Receive responsibibty of
aysgnemnts for revicwing the Make changes =
tranees. PD :::;::ﬁ:': risterids i based an above r:';:"::‘:r
ERD staff groups will have Sl latér than two reviews no later et
two pre- £ ahead of thesr than 2 weeks notify LS of OK
cetermined exam individual 1 L~ preseraation ta PD date
dates 10 sebect caleadars eate. Which give =
fecm, Th firse time for the
cate wil be hel 1 SUTCO a0t
the day after the tranng
last day of PD. The Recalve 1 coordinator 1o
vecong cate of schedule and Send pre- review materiak.
Program the exar will ba binar links »| traini u::xm e
directors helcs 30 cays after hold for new to candidate o g
ithe last cay of PO staff folder, the
presenter would
make anates
dacument about
¥ bw T gl e
presentation in
Pre-training their absence
Candidates packet work and
calendar dates
Recelve appts & ’ Receive e-mall
1D equip requests Ticket asalgr request
Outside Receive/accept
presenters. calendar appts
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LDER?
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J 4-23-13 Cols Day 1

| 4-24-13 Cols Day 2

) 5-2-13 Cols Day 3

) 5-3-13 Cols Day 4

J 5-22-13 Webinar Day 5
J 6-4-13 Cols Day 6

J 6-19-13 Webinar Day 7
) 7-17-13 Cols Day 8

J 71-30-13 Webinar Day 9
J 8-14-13 Cols Day 10

| 8-28-13 Webinar Day 11
J 9-5-13 Webinar Day 12
J 9-18-13 Cols Day 13

) 10-23-13 Cols Day 13

J 10-23-13 Webinar Day 14
J Day 16

| Pre-Training Preps

| Resident & Family Councils Webinar (pre...

7 15t Quarter 2013 Sign In Sheet

] AG's office brainstorm session

@J C Valentini Orientation letter

E Elizabeth Schaefer forms

|i=| Jessica Bader - Picture

@ lessica Bader - Registry, COI and Resume
@ lessica Bader Provider Orientation Site A...
@J jody odell orientation letter

] pY CHILDREM ARE COMIMG TODAY

E ODH Speakers Bureau Policy and Form
] Pre PD Training Pkt Qtr 1 2013

& professional Development Status Updates
@ Provider Orientation Cover letter 2-2013
@J Provider Orientation Cover letter

W provider Orientation Packet 2-2013

W provider Orientation Packet

] Qtr1 2013 PD Calendar

B Qtr1 2013 sign in sheet

& Qtr 2 2012 PD Calendar
Y A 3 D etmm i ebrmet

7/10/2014 12:31 PM
7/10/2014 12:31 PM
7/10/2014 12:32 PM

11/29/2013 9:18 AM

7/2/2014 15 PM
6/27/2014 8:29 AM
5/2/2014 2:36 PM
8/28/201312:03 PM
4/2/2013 5:34 PM
6/3/2014 11:57 AM
6/3/2014 11:57 AM
6/23/2014 3:08 PM
5/30/2014 4:43 PM
5/30/2014 4:43 PM
6/3/2014 11:53 AM
6/3/2014 11:57 AM
6,/26/2014 12:00 PM
4/16/2013 5:04 PM
10/22/2013 5:58 PM
2/20/2013 4:11 PM
6/5/2012 6:39 PM
2/22/2013 4:25 PM
1/22/2013 3:27 PM
1/23/2013 4:40 PM
11/8/201312:19 PM
7/25/2012 4:39 PM

2/17/2013 10:41 AM

5/1/2013 12:25 PM
4/23/201312:58 PM
1/16/2013 6:10 PM
6,/28/2013 2:50 PM
8/9/2012 4:32 PM
6/28/2013 2:49 PM
8/9/2012 4:30 PM
4/26/2013 5:07 PM
9/18/2013 6:16 PM
7/10/2012 6:01 PM
NI 2 B.ER DA

File folder
File folder
File folder
File folder
File folder
File folder
File folder
File folder
File folder
File folder
File folder
File folder
File folder
File folder
File folder
File folder
File folder
File folder

Microsoft

Microsoft

Wi,

Microsoft Word T...

Adobe Acrobat D...

JPEG image

Adobe Acrobat D...

Adobe Acrobat D...

Microsoft

Microsoft

Adobe Acrobat D...

Wi,

Microsoft Word 9...
Microsoft Word D...
Microsoft Word T...

Microsoft Word T...

Microsoft

Microsoft

Wi,

Microsoft Word D...
Microsoft Word 9...

Microsoft Word D...

Bt o et W el O

Word 9...

Word D...

Word T...

Word D...

Word 9...

Word 9...

235 KB
15KB
39KB

1,673 KB

279 KB

1,411 KB
76 KB
9KB
14 KB

156 KB
532 KB
15 KB
42 KB
41KB
50 KB
54 KB
65 KB
237 KB
65 KB
T3IR KR
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REMOVING THE GUESSWORK

— =

— -

) » ERD » PD » Training Topics 2014 »

-_— —
- ‘ +y | | Search Training Topics 2014

\3)(T:) » ERD » PD » Qtr2 2014 » Agendas

v| 4 | | Search Agendas

Name

| Abuse, Neglect, & Exploitation

I Administrative

b AG's Office

| Appeals & Hearing Process

I APS

| Case Review, Notes, Documentation
I Columbus 6-25-14

I Columbus 6-26-14

I Columbus 6-27-14

| Complaint Handling Exercises

| Comprehensive Assessment & Care Plann...

I Consumer Rights
I Core Services

| Creating Home

I Decision-Making Principles & Omb Practi...

| Micakhilite Dicbhie Tihin

Date modified

12/1/2014 7:48 AM
12/1/2014 11:44 A..
8/1/2014 4:25 PM
10/3/2014 2:00 PM
8/1/2014 4:24 PM
8/1/2014 4:26 PM
8/1/2014 4:19 PM
8/1/2014 4:19 PM
8/1/2014 4:19 PM
11/28/2014 11:58 ...
10/9/2014 6:13 PM
11/24/2014 4:26 PM
11/5/2014 5:53 PM
10/9/2014 11:43 A..
11/20/2014 7:18 PM

QM INTA ATIA NKA

File folder
File folder
File folder
File folder
File folder
File folder
File folder
File folder
File folder
File folder
File folder
File folder
File folder
File folder

File folder

Ciln faldanar
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1 €

»

1

Mame

"X 11-6-17 Eval

“X 11-21-14 Evals

“ Columbus Day 1 Agenda 11-6-14
® Columbus Day 2 Agenda 11-7-14

= Columbus Day 3 agenda 11-20-14 PRESE...
“ Columbus Day 3 agenda 11-20-14 PRESE...
“ Columbus Day 3 agenda 11-20-14 PRESE...

= Columbus Day 3 agenda 11-20-14

“ Columbus Day 4 agenda 11-21-14 PRES..
= Columbus Day 4 agenda 11-21-14 PRES..

= Columbus Day 4 agenda 11-21-14
“] Day 1 Agenda 11-6-14 ERD GUIDE
% Day 1 Evaluation 10-6-14
“ Day 2 Agenda 11-7-14 ERD GUIDE
“ Day 2 Evaluation 11-7-14

Date modified

11/6/2014 4:36 PM
11/21/2014 4:43 PM
11/5/2014 5:52 PM
11/3/2014 5:29 PM
11/20/2014 11:20 ...
11/12/2014 5:41 PM
11/19/2014 4:04 PM
11/14/2014 5:20 PM
11/20/2014 11:21 ...
11/20/2014 9:33 A...
11/20/2014 7:18 PM
10/31/2014 6:23 PM
11/5/2014 445 PM
11/7/2014 5:02 PM
11/7/2014 5:01 PM
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End of current

Master calendar Ed. coordinator . _ Completed
training session
Content-labeled _
Ed. coordinator Sept. 2014 Completed
folders
_ End of current
Handouts Ed. coordinator . _ In progress
training session
State In progress
_ End of current
Presentations ombudsman o _
training session
staff

LEAN@hio
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CONTROL
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Visual Management

x Pocket guides of the new
process

x Handout: “What does a
program director need to do
when they hire an
ombudsman?”
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SPECIAL THANKS T10..,

x Team members
x LEAN Ohio
x Sponsor: Beverley Laubert

x  Process owner: LaTosha
Slappy
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