ATTACHMENT 8

 OMBUDSMAN PROGRAM— WORKPLAN

PROJECT NAME:











CONTRACTOR SFS PAYEE NAME          








CONTRACT PERIOD:

From:  









To:





	Provide an overview of the project including goals, tasks, desired outcomes and performance measures:




	OBJECTIVES
	BUDGET

CATEGORY /

DELIVERABLE

(if applicable)
	TASKS / ACTION STEPS
	TARGET DATE / PERFORMANCE MEAUSRES / PROGRESS TO DATE

(reported every 6 months)

	
	
	
	

	
	
	
	

	1. Establish a statewide Ombudsman infrastructure and appropriate staffing, including opportunities for volunteerism.
	
	
	i.

	
	
	
	

	
	
	
	ii.

	
	
	
	

	
	
	
	iii.

	
	
	
	

	
	
	
	i.

	
	
	
	

	
	
	
	ii.

	
	
	
	

	
	
	
	iii.

	
	
	
	

	
	
	
	i.

	
	
	
	

	
	
	
	ii.

	
	
	
	

	
	
	
	iii.

	
	
	
	


	OBJECTIVES
	BUDGET

CATEGORY /

DELIVERABLE

(if applicable)
	TASKS / ACTION STEPS
	TARGET DATE / PERFORMANCE MEAUSRES / PROGRESS TO DATE

(reported every 6 months)

	
	
	
	

	
	
	
	

	2.   Procure services of local agencies to provide statewide delivery of Ombudsman services; and provide oversight to subcontracted local agencies.
	
	
	i.

	
	
	
	

	
	
	
	ii.

	
	
	
	

	
	
	
	iii.

	
	
	
	

	
	
	
	i.

	
	
	
	

	
	
	
	ii.

	
	
	
	

	
	
	
	iii.

	
	
	
	

	
	
	
	i.

	
	
	
	

	
	
	
	ii.

	
	
	
	

	
	
	
	iii.

	
	
	
	


Consumer Education & Inform
	OBJECTIVES
	BUDGET

CATEGORY /

DELIVERABLE

(if applicable)
	TASKS / ACTION STEPS
	TARGET DATE / PERFORMANCE AUSRES / PROGRESS TO DATE

(reported every 6 months)

	
	
	
	

	
	
	
	

	3.   Establish an Ombudsman service delivery structure that includes a hotline, an interactive website, and email access to Ombudsman program staff or volunteers.
	
	
	i.

	
	
	
	

	
	
	
	ii.

	
	
	
	

	
	
	
	iii.

	
	
	
	

	
	
	
	i.

	
	
	
	

	
	
	
	ii.

	
	
	
	

	
	
	
	iii.

	
	
	
	

	
	
	
	i.

	
	
	
	

	
	
	
	ii.

	
	
	
	

	
	
	
	iii.

	
	
	
	


	OBJECTIVES
	BUDGET

CATEGORY /

DELIVERABLE

(if applicable)
	TASKS / ACTION STEPS
	TARGET DATE / PERFORMANCE AUSRES / PROGRESS TO DATE

(reported every 6 months)

	
	
	
	

	
	
	
	

	4.    Provide in-person access.
	
	
	i.

	
	
	
	

	
	
	
	ii.

	
	
	
	

	
	
	
	iii.

	
	
	
	

	
	
	
	i.

	
	
	
	

	
	
	
	ii.

	
	
	
	

	
	
	
	iii.

	
	
	
	

	
	
	
	i.

	
	
	
	

	
	
	
	ii.

	
	
	
	

	
	
	
	iii.

	
	
	
	


	OBJECTIVES
	BUDGET

CATEGORY /

DELIVERABLE

(if applicable)
	TASKS / ACTION STEPS
	TARGET DATE / PERFORMANCE AUSRES / PROGRESS TO DATE

(reported every 6 months)

	
	
	
	

	
	
	
	

	5.   Establish and maintain a “caller” database with participant/caregiver and complaint-specific data elements.
	
	
	i.

	
	
	
	

	
	
	
	ii.

	
	
	
	

	
	
	
	iii.

	
	
	
	

	
	
	
	i.

	
	
	
	

	
	
	
	ii.

	
	
	
	

	
	
	
	iii.

	
	
	
	

	
	
	
	i.

	
	
	
	

	
	
	
	ii.

	
	
	
	

	
	
	
	iii.

	
	
	
	


	OBJECTIVES
	BUDGET

CATEGORY /

DELIVERABLE

(if applicable)
	TASKS / ACTION STEPS
	TARGET DATE / PERFORMANCE MEAUSRES / PROGRESS TO DATE

(reported every 6 months)

	
	
	
	

	
	
	
	

	6.   Provide consumer education and information for participants/caregivers.
	
	
	i.

	
	
	
	

	
	
	
	ii.

	
	
	
	

	
	
	
	iii.

	
	
	
	

	
	
	
	i.

	
	
	
	

	
	
	
	ii.

	
	
	
	

	
	
	
	iii.

	
	
	
	

	
	
	
	i.

	
	
	
	

	
	
	
	ii.

	
	
	
	

	
	
	
	iii.

	
	
	
	


	OBJECTIVES
	BUDGET

CATEGORY /

DELIVERABLE

(if applicable)
	TASKS / ACTION STEPS
	TARGET DATE / PERFORMANCE MEAUSRES / PROGRESS TO DATE

(reported every 6 months)

	
	
	
	

	
	
	
	

	7.  Provide consumer advocacy services for participants and their caregivers.
	
	
	i.

	
	
	
	

	
	
	
	ii.

	
	
	
	

	
	
	
	iii.

	
	
	
	

	
	
	
	i.

	
	
	
	

	
	
	
	ii.

	
	
	
	

	
	
	
	iii.

	
	
	
	

	
	
	
	i.

	
	
	
	

	
	
	
	ii.

	
	
	
	

	
	
	
	iii.

	
	
	
	


	OBJECTIVES
	BUDGET

CATEGORY /

DELIVERABLE

(if applicable)
	TASKS / ACTION STEPS
	TARGET DATE / PERFORMANCE MEAUSRES / PROGRESS TO DATE

(reported every 6 months)

	
	
	
	

	
	
	
	

	8.   Establish data collection system.

	
	
	i.

	
	
	
	

	
	
	
	ii.

	
	
	
	

	
	
	
	iii.

	
	
	
	

	
	
	
	i.

	
	
	
	

	
	
	
	ii.

	
	
	
	

	
	
	
	iii.

	
	
	
	

	
	
	
	i.

	
	
	
	

	
	
	
	ii.

	
	
	
	

	
	
	
	iii.

	
	
	
	


	OBJECTIVES
	BUDGET

CATEGORY /

DELIVERABLE

(if applicable)
	TASKS / ACTION STEPS
	TARGET DATE / PERFORMANCE MEAUSRES / PROGRESS TO DATE

(reported every 6 months)

	
	
	
	

	
	
	
	

	9.  Establish policies and procedures for obtaining participant/caregiver consent and for protecting participant/caregiver confidentiality.

	
	
	i.

	
	
	
	

	
	
	
	ii.

	
	
	
	

	
	
	
	iii.

	
	
	
	

	
	
	
	i.

	
	
	
	

	
	
	
	ii.

	
	
	
	

	
	
	
	iii.

	
	
	
	

	
	
	
	i.

	
	
	
	

	
	
	
	ii.

	
	
	
	

	
	
	
	iii.
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