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PROGRAM MISSION

“The mission of the Florida Long-Term Care Ombudsman 
Program is to improve the quality of life for all Florida  
long-term care residents by advocating for and protecting 
their health, safety, welfare, and rights.”
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Dear Florida 
Ombudsman 
Team,

As we close 
another year of 
advocating for 
Florida’s most vul-
nerable residents 
in long-term care, 

I am once again inspired by the tireless, 
unwavering dedication of our staff and 
volunteer ombudsmen. Each of you con-
tinues to show what true advocacy looks 
like, and the impact of your commitment 
is felt every day by the seniors who rely 
on this program.

Throughout my tenure as Secretary, the 
Ombudsman Program has remained 
close to my heart. I have consistently 
asked myself what more I could do—as 
a leader and as a partner—to enhance 
the quality of life for seniors in long-term 
care, and how the program could build 
on its improvements to become an even 
more impactful, compassionate force for 
the residents we serve. One of the most 
meaningful actions I could take was 
to identify opportunities to strengthen 
the program’s funding. Because LTCOP 
receives both state and federal dollars, 
the question became: Are we truly max-
imizing every available resource? And is 
there a way to bring even more support 
to this essential work?

Just as vulnerable seniors can be over-
looked, so too can the very program 
that advocates for them. Through a 
collaborative, agency-wide effort, we 
found a pathway to significantly enhance 

our federal funding stream—optimizing 
resources and ensuring the program is 
positioned to better meet the needs of 
residents statewide. Being able to expand 
and stabilize this funding, to the fullest 
extent possible, stands as one of the 
legacy decisions I am most proud of as 
Secretary.

Reflecting on the past several years, I am 
equally proud of the strategic improve-
ments we have made together—from 
creating the Transitions Advocate role, 
to implementing critical IT enhance-
ments, to rolling out more robust and 
unified training initiatives. The last four 
years have truly been a period of trans-
formative change and much-needed 
modernization for the Long-Term Care 
Ombudsman Program. While our work 
is far from finished, these advancements 
have strengthened the foundation of a 
program that has immense responsibility 
and even greater potential.

It has been my honor to help elevate a 
program that means so much to me per-
sonally, and I remain committed to being 
its strongest champion and our seniors’ 
fiercest advocate. Thank you for the 
compassion, professionalism, and dedi-
cation you bring to this vital mission. I am 
grateful to stand alongside you in service 
to those who need us most.

In gratitude, 

Secretary Michelle Branham
Florida Department of Elder Affairs

MESSAGE FROM THE SECRETARY
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Every year, as we 
look back to com-
plete our annual 
report, we are 
reminded of the 
profound impact 
the advocacy 
offered by the 
Long-Term Care 
Ombudsman 

Program has on the lives of residents 
in long-term care and their families. As 
we work to protect health, assure safety, 
uphold rights, and advocate for those 
most in need—often with limited resourc-
es, LTCOP continues to modernize, inno-
vate, and strengthen its ability to stand up 
for Florida’s seniors.

With more than 200,000 Floridians living 
in long-term care, it is crucial to recog-
nize that ombudsmen, as a first line of 
defense, are often the only ones who 
hear directly from residents themselves. 
No inspection, rating system, or regula-
tory review captures the lived experienc-
es residents share with us in their own 
words. Their voices—honest, vulnerable, 
and often unheard elsewhere—are the 
heart of our mission and the clearest 
measure of what is truly happening inside 
facilities.

Our staff and volunteers work tireless-
ly on behalf of these residents. Some 
days it may feel like our efforts are not 
enough, but it is essential to remember: 
Our role is to respond when residents’ 
rights are violated and to ensure their 
concerns are not dismissed. Poor out-
comes in a facility are not the result of a 

failure of the ombudsman program. Our 
responsibility is to listen, to act, and to 
protect rights—one resident at a time.

Despite ongoing staffing shortages that 
limit our reach, our staff and volunteers 
remain deeply committed to our advo-
cacy. If the state wants to meaningfully 
improve residents’ quality of life, ensuring 
more ombudsmen are available to hear 
residents’ concerns firsthand would be 
one of the most impactful steps it could 
take.

As our program stabilizes after years of 
rapid change, we will continue focusing 
on efficiency, effectiveness, and expand-
ing our reach. What remains unwavering 
is our mission: to ensure the voices of 
Florida’s long-term care residents are 
heard, respected, and acted upon.

.Sincerely,

Terri Cantrell, State Ombudsman 
Florida Department of Elder Affairs

MESSAGE FROM THE STATE OMBUDSMAN
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CHAMPIONING DIGNITY, RIGHTS,  
AND ADVOCACY FOR EVERY RESIDENT

Program Overview
The Florida Long-Term Care 
Ombudsman Program (LTCOP) advo-
cates for residents of nursing homes, 
assisted living facilities, and adult fam-
ily-care homes by investigating and 
resolving complaints, promoting resi-
dents’ rights, and improving the overall 
quality of long-term care.

Ombudsmen are trained volunteers sup-
ported by professional ombudsman staff 
who work statewide to ensure that res-
idents’ voices are heard and their rights 
are protected. Through education, advo-
cacy, and problem resolution, the pro-
gram strives to ensure that all long-term 
care residents in Florida live with dignity 
and respect in a safe and supportive 
environment. 

Program Reach
Florida’s Ombudsman Program maintains 
statewide coverage through 18 district 
councils, collectively supporting residents 
in more than 4,000 long-term care facil-
ities. Volunteers are active in urban, sub-
urban, and rural regions, ensuring advo-
cacy presence across all facility types.

This report represents the collective  
advocacy of 18 district councils, 229 
volunteers, and 31 staff members,  
working together to protect the rights 
and dignity of Florida’s long-term care 
residents.

Mission and Authority
Mission
To improve the quality of life for all resi-
dents in long-term care by advocating for 
their health, safety, welfare, and rights.

Authority
The Florida LTCOP operates under the 
Older Americans Act §712, Florida 
Statutes Chapter 400, Part I, and 
Florida Administrative Code 58L. These 
laws provide the program with access to 
residents, records, and facilities necessary 
to investigate complaints and advocate 
for change.

Core Responsibilities
•	Investigate and resolve complaints 

made by or on behalf of residents.

•	Ensure residents have regular, unim-
peded access to ombudsman 
services.

•	Educate residents, families, and staff 
about resident rights and facility 
responsibilities.

•	Advocate for systemic changes that 
improve the quality of care and quality 
of life.

•	Represent resident interests before 
governmental agencies and legislative 
bodies.
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Key Performance Metrics 
The data below reflects verified state-
wide totals for federal fiscal year 2025 
(October 2024 through September 2025) 

ACTIVITY 2025 
TOTAL 

VISITS

Complaint-related 297

Routine 13,156

INFORMATION & ASSISTANCE

Individuals 21,838

Facility Staff 2,595

EDUCATION
Technical Assistance  
to Volunteers & Staff

543

Training for Facility Staff 27

OTHER

Participation in Facility Surveys 2,979

Legislative or Media Contacts 11

Total Documented Activities 45,840

*Total number reflects activities not 
included in list above.

Program Achievements 
and Outcomes
In 2025, ombudsmen across Florida 
conducted 13,156 routine visits and par-
ticipated in 2,979 facility surveys, continu-
ing the program’s emphasis on proactive 
advocacy and relationship-building with 
residents and providers.

A total of 3,844 complaints were closed, 
with 2,943 verified to the residents’ con-
cern. Florida’s complaint-resolution work 
continues to center on collaboration 

and empowerment—helping residents 
achieve satisfactory outcomes while sup-
porting facility improvement.

Complaint Resolution Outcomes 
Out of 3,844 complaints closed 
statewide:

 �Resolved/Partially Resolved: 2,552 
(66%)

 Withdrawn: 840 (22%)

 Not Resolved: 424 (11.0%)

Florida’s 2025 complaint resolution rate 
(66%) remains below the most recent-
ly reported national average of 71% as 
reported by the U.S. Administration for 
Community Living (ACL) through its 
National Ombudsman Reporting System 
(NORS).

Source: Administration for Community 
Living, National Ombudsman Reporting 
System (NORS), 2023. 

PROGRAM DATA
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Top Complaint Categories 
In 2025, ombudsmen documented con-
cerns across a wide range of areas affect-
ing residents’ daily lives. The top com-
plaint categories were consistent with 
national trends and prior years, reflecting 
the ongoing challenges of staffing short-
ages, facility resources, and resident 
autonomy.

1 Care & Staff Responsiveness 
 Personal hygiene, assistance with 

meals, medication management,  
delayed staff response.

2 Autonomy & Resident Rights 
Choice in residency, privacy, visitation, 

choice of providers, and personal 
decision-making.

3 Environment & Maintenance 
Cleanliness, pest control, building 

temperature, noise, and maintenance 
issues.

4 Transfer & Discharge Discharge or 
eviction, admission, room issues

5 Financial & Property  
Billing disputes, missing property,  

and accesss to personal funds.
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PROGRAM INITIATIVES

Protecting Residents 
from Improper 
Discharges & Transfers
Discharge and transfer notices, effectively 
eviction orders from long-term care facil-
ities, represent one of the most destabi-
lizing threats facing Florida’s vulnerable 
residents. For seniors already managing 
complex health needs, an unexpected 
discharge notice can mean abrupt sep-
aration from medical providers, loss of 
community, and in some cases, home-
lessness. Many residents receive these 
notices without understanding they have 
the right to appeal or remain during the 
process.

This year, the Long-Term Care 
Ombudsman Program strengthened its 
response by introducing a Transitions 
Advocate, a role dedicated to proactively 
identifying unlawful discharges, educat-
ing residents on their rights, and coordi-
nating assistance to help residents remain 
safe in their homes.

The results have been immediate. In just 
over one year, the Transitions Advocate 
has referred 40 cases to AHCA and 25 
to Legal Aid compared to only 6 and 2 
respectively over the preceding three 
and a half years. Eighty-five appeals have 
been filed on behalf of residents facing 
removal. This dramatic increase reflects 
stronger intervention, not rising inci-
dents—residents are now receiving the 
support they were entitled to all along.

Impact at a Glance
Before the advocate role was created 
(3.5 years):

•	209 Transfer & Discharge cases

•	6 AHCA referrals

•	2 Legal Aid referrals

After the advocate role was created:

•	230 Transfer & Discharge cases

•	40 AHCA referrals

•	25 Legal Aid referrals

•	85 Appeals filed

A Real Story of Impact
A resident facing discharge over unpaid 
patient-responsibility fees risks losing 
both necessary specialized care and 
proximity to family. The Transitions 
Advocate helped him understand the 
billing issue, worked with the facility, and 
secured his ability to stay. Months later, 
he shared with another ombudsman 
how much that support changed his life.

Strengthening Systems  
& Partnerships
This focused role has expanded our col-
laboration with AHCA and legal aid pro-
grams statewide, helping create a more 
coordinated, comprehensive response to 
discharge and transfer issues.
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Improvements Are Still Needed
While nursing homes must send all dis-
charge/transfer notices directly to the 
State Long-Term Care Ombudsman 
Program, Assisted Living Facilities are not 
required to do so—nor must they provide 
a reason for discharge. Strengthening 
these requirements through legislation 
would allow us to intervene earlier and 
better protect ALF residents from inap-
propriate or unsupported evictions.

Raising Awareness Across Florida
This year, our volunteers took deliberate 
steps to increase public and legislative 
awareness of LTCOP. They attended del-
egation meetings across the state, shar-
ing firsthand stories of how ombudsmen 
have helped residents maintain their dig-
nity, improve their quality of care, and, in 
many cases, remain safe in their homes.

Their advocacy brought real experi-
ences to life—illustrating for legislators, 

community members, and local leaders 
how the persistence of an ombudsman 
can transform a resident’s well-being 
and restore their sense of control and 
respect.

Continuing the Effort in 2026
This important educational work will 
continue into the new year. Volunteers 
and staff will participate in a Day on the 
Hill at the Florida Capitol in January, 
meeting directly with lawmakers to share 
how the program operates and the crit-
ical role ombudsmen play in protecting 
resident rights.

We are honored to have such dedicated 
volunteers working alongside our staff. 
Their passion, professionalism, and com-
mitment strengthen our program and 
ensure that residents across Florida con-
tinue to have powerful advocates stand-
ing by their side.
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SUCCESS STORIES

Training & Volunteer 
Engagement
Volunteers remain the foundation of the 
Florida LTCOP. The program’s success 
depends on their commitment and the 
professional development that supports 
their advocacy.

This year, we took a comprehensive 
and intentional approach to strength-
ening both staff and volunteer capacity 
statewide. Our goal was simple: ensure 
every ombudsman—no matter where 
they serve—has the skills, tools, and 
knowledge needed to deliver consistent, 
high-quality advocacy for residents.

Key initiatives included joint training with 
AHCA to strengthen regulatory partner-
ships; policy and procedure updates to 
ensure consistent case handling; man-
ager-focused development in de-escala-
tion and quality assurance; and volunteer 
training centered on our most common 
activities, such as access visits and trans-
fer/discharge advocacy. We also creat-
ed a Transfer & Discharge Handbook, 
developed a Management Guide, hosted 
a statewide Educational Conference, 
delivered local in-person trainings, and 
implemented technology improvements, 
including Spanish-language materials to 
better serve Miami-Dade County.

By strengthening the skillset of our limit-
ed workforce and building statewide con-
sistency, we are creating a more unified, 
confident, and effective program—one 
better prepared to protect residents’ 
rights and elevate their voices.

Stories from the Field
A resident with a PEG tube contacted the 
Ombudsman after feeling dismissed by 
staff when she explained that the unfla-
vored formula caused regurgitation she 
could taste, leading her to refuse feed-
ings and lose weight. The Ombudsman 
helped the nursing team understand her 
perspective and the impact on her dig-
nity and well-being, ultimately working 
with the dietitian and staff to create a 
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new plan that allowed continuous feed-
ing at a lower rate and safely included the 
pleasure liquids she enjoyed. This simple 
change restored her comfort, honored 
her choices, and rebuilt trust—showing 
how Ombudsman advocacy can turn a 
resident’s distress into a meaningful, resi-
dent-centered solution.

Story # 2
An Ombudsman noticed a resident sit-
ting alone near his doorway and stopped 
to talk. He shared that he wanted to buy 
his grandson a gift but had no access 
to his own money. With his permission, 
the Ombudsman spoke with staff and 
learned that during a severe illness two 
years earlier, he had been deemed inca-
pable of making decisions and his daugh-
ter-in-law was made his health care 
proxy—yet she had continued to control 
many aspects of his life far beyond health 
care decisions, even after his health 
improved. Seeing that the resident was 
clearly capable of expressing his wishes, 
the Ombudsman worked with the nurs-
ing staff to reassess his capacity. When 
the evaluation confirmed he could make 
his own decisions, the facility removed 
the proxy’s authority, notified the family, 
and helped him regain control over his 
life and finances. Grateful, the resident 
told the Ombudsman he finally felt inde-
pendent again—and that he was going to 
buy his grandson that gift.

Story #3
A 92-year-old mother in South Carolina 
feared something had happened to her 
son after being unable to reach him in 
a Jacksonville facility. The Ombudsman 
found the resident bed-bound with-
out phone minutes and unable to call 

his mother. After raising the issue with 
administration and reminding them 
of residents’ rights to private phone 
access, the facility immediately pur-
chased minutes for the resident and 
began ordering cordless phones so all 
residents—including those who are bed-
bound—could make private calls. When 
the Ombudsman returned the next week, 
the resident had already spoken with 
his mother several times, and cordless 
phones had been placed on every wing—
demonstrating how Ombudsman advo-
cacy can restore connection, dignity, and 
peace of 
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Why these stories matter:
These experiences illustrate the power 
of connection, listening, and advocacy. 
Each conversation, each visit, and each 
resolution contributes to a better under-
standing of residents’ needs and reinforc-
es the mission of the program: protecting 
rights through compassionate action.

Looking Ahead to 2026
Florida’s long-term care landscape con-
tinues to evolve. Increasing resident acu-
ity, staffing shortages, and demographic 
growth require adaptive advocacy and 
strategic planning.

Ombudsman Program Is Critical to 
Lower-Performing Nursing Homes
Florida’s Long-Term Care Ombudsman 
Program plays an especially critical role 
in the state’s lower-performing nursing 
homes—those rated one or two stars by 
CMS. These facilities make up 37.5% of all 

Florida skilled nursing homes, far higher 
than the national average of roughly 20%, 
placing Florida among the states with 
the most polarized nursing home quality 
profiles.

Residents in these low-rated facilities face 
greater risks related to staffing instability, 
high complaint volume, inconsistent care 
practices, and leadership turnover. In 
these settings, the Ombudsman is often 
the only independent advocate regularly 
entering the facility solely to protect res-
idents’ rights and elevate their concerns 
without fear of retaliation. The Program’s 
presence is indispensable in identifying 
systemic issues early, supporting resi-
dents through complex cases, and ensur-
ing their voices remain central in environ-
ments where their needs are most likely 
to go unmet.

Florida’s unusually large share of both 
low-performing and high-performing 
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facilities creates a unique operational 
landscape. This means Ombudsmen 
must allocate resources strategically 
providing intensive, hands-on advocacy 
in the state’s lowest-performing homes 
while also navigating the more nuanced, 
rights-focused issues commonly found in 
higher-performing facilities. Despite this 
dual challenge, the Program continues to 
deliver high-impact advocacy that direct-
ly improves the daily lives of residents 
across the state.

Acknowledgments
The Florida Long-Term Care 
Ombudsman Program thanks its dedicat-
ed volunteers, district leaders, residents, 
families, and partners across the state. 
Their service, compassion, and commit-
ment ensure that Florida’s most vulnera-
ble citizens live with dignity and choice.
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CONTACT INFORMATION

Northwest
1101 Gulf Breeze Parkway
Building 3, Suite 5
Gulf Breeze, FL 32561
Phone: (850) 916-6720
Fax: (850) 916-6722

Panhandle
4040 Esplanade Way
Tallahassee, FL 32399
Phone: (850) 921-4703
Fax: (850) 391-1382

North Central
1515 East Silver Springs Blvd.  
#203
Ocala, FL 34470
Phone: (352) 620-3088
Fax: (352) 732-1797

First Coast
Midtown Centre Office Park 
3300 Building
4161 Carmichael Ave.  
Suite 141
Jacksonville, FL 32207
Phone: (904) 391-3942
Fax: (904) 391-3944

First Coast South
210 N. Palmetto Ave.  
Suite 403
Daytona Beach, FL 32114
Phone: (386) 226-7846
Fax: (386) 226-7849

East Central
400 W. Robinson St.  
Suite S709
Orlando, FL 32801
Phone: (407) 245-0651
Fax: (407) 245-0653

West Coast
11351 Ulmerton Rd.  
Suite 303
Largo, FL 33778
Phone: (727) 588-6912
Fax: (727) 588-3648

West Central
701 W. Fletcher Ave. 
Suite C
Tampa, FL 33612
Phone: (813) 558-5591
Fax: (813) 375-3932

Southwest
2295 Victoria Ave.  
Room 152
Ft. Myers, FL 33901
Phone: (239) 338-2563
Fax: (239) 338-2549

South Central
200 N. Kentucky Ave. 
#224
Lakeland, FL 33801
Phone: (863) 413-2764
Fax: (863) 413-2766

Palm Beach
111 S. Sapodilla Ave.
#125A-B-C
West Palm Beach, FL 33401
Phone: (561) 837-5038
Fax: (561) 650-6885

Broward
8333 West McNabb Rd.  
Suite 231
Tamarac, FL 33321
Phone: (954) 597-2266
Fax: (954) 597-2268

North Dade
9495 Sunset Dr.  
Suite B100
Miami, FL 33173
Phone: (305) 273-3294
Fax: (786) 336-1424

South Dade
9495 Sunset Dr.  
Suite B100
Miami, FL 33173
Phone: (305) 273-3250
Fax: (305) 671-7247

Statewide 
1-888-831-0404
ltcopinformer@elderaffairs.org

Central Office
4040 Esplanade Way
Tallahassee, FL 32399
Phone: (850) 414-2323
Fax: (850) 414-2377

mailto:ltcopinformer%40elderaffairs.org%20?subject=
mailto:ltcopinformer%40elderaffairs.org%20?subject=
mailto:ltcopinformer%40elderaffairs.org%20?subject=
mailto:ltcopinformer%40elderaffairs.org%20?subject=
mailto:ltcopinformer%40elderaffairs.org%20?subject=
mailto:ltcopinformer%40elderaffairs.org%20?subject=
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OFFICE LOCATIONS
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