Alaska Mental Health Trust Authority
Long Term Care Ombudsman Office

Class Specifications

Category: Professional

Class Title:  Long Term Care Ombudsman Specialist
Class Code:

Class Range: 16
Definition:

Under general supervision of the Long Term Care Ombudsman, performs the first level complaint review and investigation of cases affecting elders of Alaska in support of the Office of the Long Term Care Ombudsman Office (OLTCO) for the Alaska Mental Health Trust Authority (the Trust). The assignment consists of average difficulty and is the full proficiency level class, requiring knowledge and experience to perform assignments and to perform office assignments.

The Long Term Care Ombudsman Specialist is the first point of contact with the OLTCO and is primarily responsible for collecting additional information about the complainant and their complaints, primarily in assisted living and nursing homes. The incumbent will use the Ombudsmanager Data Base System to log in and document information concerning the complaint. The incumbent will primarily resolve complaints under Part B of AS 47.62.015 that require intervention.  However, the incumbent will also, as directed, investigate complaints involving elderly residents of assisted living and nursing homes. The incumbent must be able to effectively interview complainants and witnesses and write clear and concise summaries for review by the Long Term Care Ombudsman.  
The incumbent is also responsible for the day-to-day operating functions of the OLTCO to include inventory of supplies, maintenance of equipment, purchasing of equipment and supplies, and time and attendance reports.

This position will also provide administrative support for the OLTCO. The incumbent will maintain the OLTCO’s filing system; will assist all OLTCO staff with document preparation. The incumbent will be responsible for answering phones and assisting callers with the appropriate agency for complaints and investigations.

The incumbent will also serve as the backup person to the Alaska Mental Health Trust Authority’s (The Trust) travel authorization coordinator and as such will develop travel arrangements and process completed travel vouchers for the OLTCO employees and the trustees and employees of The Trust.
Examples of Duties:

As the initial intake person, the incumbent responds to inquiries by mail, e-mail, telephone or personal contact; explains office policies and procedures; recommends alternative sources of assistance and maintains records of inquiries. 

Conduct intake interviews, determines the jurisdiction and timeliness of complaints; conducts interviews to establish the basis of an allegation; obtains documents and information relating to complaints.

Conducts initial complaint processing, organizes documents, determines whether complaint may be handled as an assist or decline and enters complaint information on a computer record.

Examines all relevant facts that the complainant provides or that is revealed in documents related to the complaint; and communicates by telephone, in person, or through correspondence with agency employees or others who may have direct knowledge about the complaint.

Attempts to resolve complaint and advises complainant of status of complaint during and at completion of investigation and actions taken to resolve complaint.

Is responsible for establishing hard copy case files and enters data pertinent to case in hard-copy complaint folder and in Ombudsmanager Data Base System. 
Visits long term care homes to meet with residents and evaluates conditions; ensures residents are receiving legal, financial, social, medical, rehabilitative and other services to which they are entitled.

Acts as a mediator between residents, family members, facility staff and long term care providers.
Provides information to the public about the Office of the Long Term Care Ombudsman and its roles.

Maintains office records for case filing system, and inventory of equipment and supplies.

Is responsible for the day-to-day administrative operating functions of the OLTCO including answering phones, taking accurate messages, transferring calls, filing and ordering and stocking office supplies.  Handles small procurement for office supplies and prepares invoices for approval by the OLTCO. Picks up and distributes mail for the OLTCO. Maintains and updates an Excel spreadsheet of Assisted Living Homes throughout the state. Develops and maintains internal procedures and forms for the OLTCO. Prepares mail-outs as assigned, prepares DHL/Courier packets for pickup. Maintains reading files. Maintains the OLTCO lending library of books, tapes, DVDs, etc.
Other duties as assigned. 

Knowledge, Skills and Abilities
Working general knowledge of the operation of Alaska State Government.

Ability to make appropriate referrals, decline complaints, and make assists.

Ability to apply appropriate legal and office standards in the processing of complaints.

Ability to maintain confidentiality on complaints and related investigation and to be discreet.

Ability to establish and maintain cooperative working relationships with staff, volunteers, and with persons contacted in the performance of work-related duties.

Ability to listen and evaluate information, without personal bias.

Ability to work and communicate with individuals in personal crisis and in confrontational situations as evidenced by the ability to maintain control of an interview and be able to elicit factual information.

Working knowledge of data and word processing equipment.
Working knowledge of computer software programs such as Outlook, MicroSoft Word, Excel.

Ability to use Internet to research information needed in resolution of cases.

Ability to communicate effectively to a wide audience as evidenced by sound writing skills, command of the English language, and the ability to change styles to the target audience.

Ability to explain ideas through written and spoken word.

Ability to meet and deal tactfully with the public. 

Ability to maintain files and to retrieve documents and information.

Knowledge of the application of data processing and terminology as it applies to accounting and other administrative tasks.

Knowledge of the state AKSAS accounting system.

Ability to perform arithmetic operations involving fractions, decimals, and percentages.

Knowledge of the principles of office management, including bookkeeping, requisitioning, stock maintenance, filing, correspondence and reporting.

Ability to deal with stressful situations in an appropriate manner.

Ability to read, comprehend, and apply written instructions, as well as, understand and follow oral and written instructions.

Ability to maintain files and retrieve documents and information.

Ability to organize and compose business correspondence, letters, reports, charts, and numerical tabular material.

Ability to use reference materials, manuals, and guides related to the work.

Ability to search for, select, compile and summarize data and information.

Ability to interpret and apply instructions and guidelines to specific situations.

Ability to read, interpret, and explain records and procedures.

Ability to analyze data, facts, or information and draw logical conclusions.
Ability to understand and apply rules, regulations and codes.

Ability to operate data terminals.

Ability to work independently and perform assignments with minimal direction.
Ability to determine work priorities.

