
Hello Friends,
 
It is with great pleasure that I greet you as the new Executive 
Director of Ombudsman Services of Contra Costa County.

I have worked in the ombudsman world for five years now 
as the Director of Operations for Ombudsman Services of 
San Mateo County, Inc. During my time with OSSMC I 
had the opportunity to work in a program with established 
policies and procedures which better enabled the staff and 
field Ombudsman to provide the highest level of resident 

centered advocacy, while working with facilities to create a culture of quality care and quality 
of residents life. 
 
There are many exciting developments in the works here at OSCC. In addition to continuing 
our core mission of resident advocacy and complaint investigation we are also undertaking 
two key initiatives in the 2015-2016 fiscal year: person centered care and reducing the rate 
of anti-psychotics’ in skilled nursing facilities in Contra Costa County. These two initiatives 
will allow us to drastically increase the quality of care and quality of life for the residents we 
serve and through them provide critical education to the four hundred plus facilities we visit. 
We are committed to building a community that values the role of elders and creates systems 
and neighborhoods where they can thrive regardless of age. I want to take a moment to thank 
the Board of Directors, staff, volunteers and stakeholders of OSCC who have so graciously 
supported me through my transition and are an integral part of our plans for the coming year.

We are looking forward to an exciting period of growth here at OSCC and are eager to partner 
with you, our community members, to change the culture of aging in Contra Costa County. In 
all changes your input is critical and I want to hear  your thoughts. Feel free to contact me at 
nicolehowell@ccombudsman.org  to introduce yourself or begin a conversation.

All the best,
Nicole Howell 
Executive Director
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Notes from our Executive Director 

RENEWAL!
New Growth in 2015

On behalf of 
the OSCC 
Board of 
Directors, 
staff, and the 
residents we 
serve, I am 
delighted to 

write you to share some exciting changes 
and growth.

In early 2015 we launched a search to find 
our next Executive Director, and in April 
we were thrilled to welcome Nicole Howell 
to lead OSCC into the next phase of growth 
and development and set us apart as a leader 
in the long-term care and aging community. 
She and the Board of Directors immediately 
got to work toward achieving our ambitious 
goals and I’m pleased to report that we are 
already getting great results.  

Job one was to reorganize how we deploy 
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our staff and field ombudsmen. 
The result? During the last 
three months we have visited 
an unprecedented number of 
facilities and investigated a 
historic number of complaints on 
behalf of residents. 

During that time we have also 
solidified relationships with 
community stakeholders and laid 
the foundation for many more. 
One that we are most excited 
about our new partnership with 
The Family Justice Center in 
Richmond, an agency that helps 
people in crisis to find hope, 
safety, and healing services by 
walking through a single door. 
Our mission and advocacy 
efforts are an excellent match 
with FJC, and in October we 
will be joining an impressive 
group of important community 
agencies when we inaugurate 
regular office hours in their 
West County location. This will 
allow family and community 
members in The West County 
to have increased access to our 
services and it provides us with a 
tremendous opportunity to better 
serve this area of the county.
 
Before I sign off I wanted to 
take a minute to offer a profound 
thank you to the leaders, 
volunteers, staff and supporters 
who have led OSCC to this very 
exciting point. As we move 
forward we will continue to 
follow their example by keeping 
resident’s rights at our core 
-- always remembering that our 
mission is protect their interests 
over our own.

I look forward to working with 
all our community members over 
the coming weeks and months to 
help make Contra Costa County 
the leader in elder rights and 
person centered care.

Best,
Emily De Falla
Board President

Residents’ Rights Month is 
an annual event designated 
by the Consumer Voice and is 
celebrated in October to honor 
residents living in all long-
term care facilities, including 
nursing homes, sub acute units, 
assisted living, board and care 
and retirement communities. 
It is a time for celebration 
and recognition offering an 
opportunity for every facility to 
focus on and provide awareness 
of dignity, respect and the value 
of each individual resident. The 

theme for Residents’ Rights 
Month 2015 is, “CARE Matters” 
with the goal of highlighting 
quality care.
 
One of the primary goals of 
Resident’s Rights Month is to 
educate residents, and their 
families, about the following 
rights guaranteed to them in 
facilities.

 - The Right to Be Fully   
   Informed 
 - Right to Complain
 - Right to Participate in One’s    
   Own Care
 - Right to Privacy and    
   Confidentiality
 - Rights During Transfers and    
   Discharges
 - Right to Dignity, Respect, and   
   Freedom
 - Right to Visits
 - Right to Make Independent   
   Choices

RESIDENT’S 
RIGHTS 
MONTH
How to 

commemorate this important event
Residents’ Rights are guaranteed by the federal 1987 Nursing Home Reform Law. The 
law requires nursing homes to “promote and protect the rights of each resident” and 
places a strong emphasis on individual dignity and self-determination.

Volunteers are the core of the 
work we do, everything from 
office support, fundraising, 
resident advocacy and board 
governance are critical to the 
success of our organization. 
We are committed to finding 
the right fit for all potential 
volunteers and together helping 
to maximize their skills and 
strengths to serve LTC residents.
Field Ombudsman -  Are the 
foundation of our program 
working directly with residents, 
facility staff, family members 
and other professionals to 

advocate on behalf of LTC 
residents. Field Ombudsmen 
complete an intensive and 
engaging training program 
followed by an 
internship period 
that prepares them 
to visit long-term 
care facilities.
Board Members 
- Are the leaders 
of OSCC setting 
strategic direction, 
fundraising  and overall plans for 
our organization. 

Office Support - Help to support 
the work of OSCC by assisting 
with tasks like mailings, 
organization, data management 

and much more.  

If you are interested 
in learning more 
about volunteering 
with OSCC please 
contact us at  
925-685-2070

Volunteer Engagement:
new opportunities available



5 Ways to support OSCC

1
2
3
4
5

Allow us to talk
We are working hard to share our message with the 

broader community and need your help to do it. Invite 
us to speak to your service group, book club, church 

etc. 

Volunteer
Volunteers are the core of our program and are the 

foundation of what we do. Visit our website and learn 
more about volunteering with us. We have ongoing 

and one-time opportunities.

Tell your friends about us
The work of OSCC is confidential, but that doesn’t 
mean that we have to be... Tell your friends about 

your involvement with OSCC and why you think it is 
important. Invite them to sign up for our newsletter on 
our website and join the movement on social media.

Join us on social media
Like us on Facebook or Twitter and share, comment 

and like our posts.

Make a financial contribution
Help us to continue our work on behalf of long-term 
residents  by making a contribution today. If you are 

interested in including OSCC in your estate planning, 
please contact our office.

Volunteer Spotlight: Helene 
Volunteers are the core of our work here at OSCC and offer 
the foundational support we need to reach deeper into Contra 
Costa County.Meet one of our exceptional volunteers,Helene.

Helene came to OSCC two years ago 
after a distinguished career as an RN 
working in both dialysis and licensing 
and certification. After her husband 
passed away she began to look for 
meaningful activities to fill her time in 
addition to her church volunteerism at 
St. Bonaventure where she brings the 
sacrament to LTC residents. Helene has 
enjoyed learning more about dementia 
care and activities,but says that her 
favorite part of her volunteerism is 
listening to isolated residents who just 
want their concerns to be heard.

Our mission is to protect the rights 
of LTC residents in Contra Costa 
County and we register success by 
their satisfaction.  We are excited to 
report the increase in program activities 
accomplished during quarter one and 
are proud to share our victories with 
you.

Facility Monitoring

 Goal: Visit each Skilled Nursing 
facility at least once per month. 

Accomplished: We visited all 31 
skilled nursing facilities in Contra 
Costa County every month in the first 
quarter of fiscal year 2015-2016,  most 
receiving 2-3 visits each month.
 
Goal: Visit each of the 406 Residential 
Care Facilities for the Elderly at least 
once per quarter.

Accomplished: All of the 406 RCFE 
facilities received 1-2 visits.

Complaint Investigation
Goal: Investigate 250 cases this quarter.

Accomplished: We opened 280 cases.

Complaints resolved to the satisfaction 
of the resident: 85%

Education:
Goal: 2 events.  
 
Accomplished: 4 events.

Our  Field Ombudsmen are often called 
upon to provide “on the spot” education 
to facility staff, family members and the 
community at large. The information 
and training provided helps to shape 
facility culture, care, and directly 
impacts resident experience.
 
Consultations to Facility Staff: 120
 
Consultations to Individuals: 209
 To stay up to date with  

the latest from OSCC 
 visit our website at    

www.ccombudsman.org
and follow us on social media

Success: by the numbers!



We are thrilled to announce the addition of two new members to our Board of 
Directors. Betsy Thompson and Susan Fredricks joined the board in September 
of 2015 and bring a wealth of legal, health and aging experience to their new 
posts. Betsy is an attorney working in estate planning and elder law, and Susan is 
a retired nurse with a distinguished career and in retirement has become a fierce 
advocate for elders serving on several committees and task forces that serve the 
elder community. We enthusiastically welcome both of these women to our Board 
of Directors.  

West County Expansion
For more than 35 years we have diligently, and fiercely, protected the rights of  
long-term care residents living in Contra Costa County often bringing together multiple 
law enforcement, licensing and county wide agencies to address the issues of a particular  
resident. We are thrilled to announce that through a partnership with The Family Justice Center we will be 
able to continue this distinguished tradition as a provider with office hours in their West County Facility. 
Beginning in October of 2015 we will be providing limited staff hours at the Family Justice Center where 
we will be able to meet with family members, train Field Ombudsman 
 and connect with other advocacy agencies  
in Contra Costa County.

New Board Members Join Our Team
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