
 
  

 

Problem Clarification: To Investigate or Not 
 

 

Scenario #1 

 

As an ombudsman you have been speaking with resident Mae for years. She always speaks 

fondly of the “special” relationship she has with her CNA Sheila. 

 

Today however, Mae asks that you close the door when you stop by for your weekly visit. 

 

She indicates to you that things on her floor are “getting real bad” in regards to staffing levels. 

Mae indicates to you that “this place can’t seem to keep anybody” and that this past holiday 

weekend was “really terrible”.  

 

Mae is concerned about Sheila, who she feels has been stressed of late. Mae indicated that 

several times in the last 2 weeks she feels that Sheila “was a little rough” with her morning care. 

 

Mae indicates that she does not like having her care “rushed” but does not want to get Sheila in 

trouble.  

 

 

Provide below the questions that need to be answered in order to further clarify this problem. 

These questions will help you determine if a case needs to be opened for further investigation.  

 

__________________________________________________________

__________________________________________________________

__________________________________________________________

__________________________________________________________

__________________________________________________________

__________________________________________________________
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__________________________________________________________

__________________________________________________________ 

  



 
  

 

 

Scenario #2 

 

 

As a newly trained Ombudsman you have recently been placed at Snowy Mountain ACF. You 

are excited about the challenge of your new volunteer experience. 

 

Excitement about your placement however quickly fades after a few visits. You notice that many 

of the residents of the facility rarely come out of their rooms or interact with each other outside 

of scheduled meal times.  

 

An “Activity Board” notes the dates and times of several “planned” activities, but whenever you 

have been there at the scheduled activity times, nothing has been going on. 

 

You speak with several residents regarding the issue. Most indicate that they would “like to go 

out more” but many are unwilling to “say anything” or “stir up trouble”. 

 

You speak with a resident named Henry about the issue. He indicates “I wish being bored was 

the only issue we had here!” 

 

 

 

Provide below the questions that need to be answered in order to further clarify this problem. 

These questions will help you determine if a case needs to be opened for further investigation.  

 

__________________________________________________________

__________________________________________________________
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__________________________________________________________

__________________________________________________________ 

  



 
  

 

Scenario #3 

 

 

Frank, a resident of a SNF, stops you at the nursing station and asks to speak with you privately 

about a problem he had last night. 

 

Frank indicates that he has recently been diagnosed with sleep apnea and now uses a CPAP 

machine every night to assist with his breathing.  

 

Frank feels that someone came into his room last night and turned off his CPAP machine. He is 

angry about this and would “like some answers”. 

 

 

 

Provide below the questions that need to be answered in order to further clarify this problem. 

These questions will help you determine if a case needs to be opened for further investigation.  
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