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	1. Colorado Department of  Public Health
and Environment
How to Participate in Resolving Health Care Problems
in Nursing Homes
 


	2. Mission Statement of  the Health Facilities
and Emergency Medical Services Division:
We are responsible for establishing and enforcing
standards for the operation of health care facilities.
Through education, inspection, investigation and
enforcement, we assure that the public receives care
from providers that promotes their health and
enhances the quality of their lives, their dignity
and their autonomy.
 


	3. Problems with care  may arise. To prevent
problems from arising or to "nip them in the
bud," the best tool is open communication.
n  1. Address the Problem as Soon as Possible.
n  2. Attend Care Planning Meetings.
n  3. Develop and Maintain Good Relationships with Staff
who Provide Care.
n  4. Work with the Family Council or the Resident Council.
 


	4. Here are Some  Helpful Guidelines:
n  1. Work up the Chain of Command.
n  2. You May Need to Contact the Owners or Governing Board.
 


	5. 3. Contact the  State and/or Local Ombudsman
n  People who are trained to advocate / problem-solve for
residents and their families.
n  That person’s name and number, along with the supervising
ombudsman’s number, should be posted in the facility.
 


	6. n  If you  are not sure who your local ombudsman is,
n  call the Colorado Long Term Care Ombudsman at:
n  303-722-0300 or (toll free) at 1-800-288-1376
 


	7. How Ombudsmen can  Help:
n  1. Resolve a care problem.
n  2. Answer your questions about facility services and
standards, Medicare and Medicaid, your rights as
a resident and your rights involving transfers.
n  3. There is no charge for these services.
 


	8. How To File  a Formal Complaint With
the Colorado Department of
Public Health and Environment
 


	9. If previous steps  fail:
n  1. File a complaint with the Colorado Department of Public
Health and Environment, Health Facilities and Emergency
Medical Services Division, by calling 303-692-2800.
n  2. A complaint can also be filed in person or in writing.
n  3. Write to: Attention: Complaint Program Administrator
Colorado Department of Public Health
and Environment
HFEMSD-A2,
4300 Cherry Creek Drive South
Denver, CO 80246
 


	10. n  1. You  can file a complaint any time.
n  2. The department will investigate all complaints related
to resident rights, quality of care and life, abuse,
dietary and environmental concerns.
n  3. Complaints related to billing and insurance concerns
are not addressed by the department.
 


	11. Provide as much  of the following information
as possible:
n  1. Who you talked to and worked with in the facility.
n  2. Who, what, when, where and how of the occurrence.
n  3. Your full name, address and daytime telephone
number.
n  4. The division does accept complaints from anonymous
sources.
 


	12. n  5. Witnesses  or other parties who wish to provide
information.
n  6. A letter acknowledging receipt of your complaint.
n  7. An investigator assigned to your case will make an
effort to contact you by phone for additional
information.
n  8. At the completion of the investigation, you will receive
a letter containing the findings and a summary of
the investigation.
 


	13. n  9. A  copy of the summary of the investigation is kept on
file at the department and is available to the public.
The summary does not identify names of any individuals
involved in the case.
n  10. If you are dissatisfied or have questions about the
investigation, call the Complaint Program Administrator
and your concerns will be reviewed. If necessary, a
subsequent investigation will be conducted.
n  11. If you are still dissatisfied, you may forward information
to the division. Please include specific information to
why you are dissatisfied.
 


	14. Nursing Home Inspections
n   The Colorado Department of Public Health and Environment
inspects nursing homes to assure their compliance with
federal regulations.
 


	15. The surveyors evaluate  residents’ day-to day
life in the home:
n  1. A tour by surveyors begins as they enter the
nursing home.
n  2. They talk with residents about their care and
day-to-day life. For residents who cannot have
such a conversation, family members might
be interviewed by the surveyors instead.
n  3. They review the records of residents.
 


	16. n  1. They  meet with members of the Resident Council
to talk about life in the home.
n  2. They meet with key staff of the home.
n  3. They observe interactions between resident
and staff.
 


	17. Why and How  You Should Participate
in a Survey:
n  1. Talking with residents and families is key.
n  2. You may talk to the surveyors very frankly
about your views of the home’s performance
and any problems.
n  3. The home’s performance is evaluated primarily on
how it cares for you, as a resident, or your loved one.
 


	18. Don’t Wait Until  a Survey if You Have Problems:
n  1. If you have an immediate concern at a time when there
is not a survey going on and the problem is not getting
resolved, it is best not to wait.
n  2. Proceed to contact the ombudsman and/or the Colorado
Department of Public Health and Environment.
 


	19. n  1. We  at the Health Facilities and Emergency Medical
Services Division take our oversight role very seriously.
n  2. We do all we can to help you resolve your problems
by working with residents, family members, ombudsmen,
facility staff, health care professionals and other agencies.
n  3. Please contact us when you need our help.
Our telephone number is 303-692-2800.
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