
        
        

IMPORTANT NUMBERS 

Amanda Scott, BSW 
Southwest TN Long Term Care Ombudsman 

P.O. Box 2066, 210 W. Main Street 
Jackson, TN  38302-2066 

Amanda@wtls.org 
731.426.1312 / 1.800.372.8346 ext 312 

 
State Long Term Care Ombudsman 

TN Commission on Aging & Disability 
500 Deadrick Street 

Nashville, TN  37243-0860 
615.741.2056 / 1.877.236.0013 

 
Department of Health Care Facilities 

Complaint Hotline 
 

Nashville, TN 
1.877.287.0010 

 
Department of Human Services, Adult Protective 

Services 
 

1-888-877-8366 
 

Nursing Home Contact Person 
_________________________ 

Complaint Log Book  

 
 
 
 
 
 

 
 

 

The Right Way to 
Complain 



 

The Right Way to 
Complain  

When your loved one is suffering, your first reaction is 
likely to be outrage. While you may want to scream at a 
careless aide, pause to consider what’s ultimately best 
for your family member. Controlling your temper may be 
hard but keeping a civil demeanor will help get your 
complaints resolved more quickly. Here is the protocol to 
follow: 
 

• Talk to the staff responsible for your loved one's 
care. Don't accuse or attack them, but let them 
know what the problem is clearly, calmly and 
respectfully. Intemperate words not only will 
antagonize the staff but can also be used to 
"prove" you're a danger. If a worker cites reasons 
for the lapse, listen to her, make sure you 
understand and ask how you can work together to 
prevent the situation from recurring. At home, 
keep a log of such conversations. If the situation is 
resolved successfully, thank the staff members 
involved. 

• If the problem isn't corrected in a timely way, 
complain in writing to your nursing home 
administrator. Again, be civil. Describe the issue 
and your efforts to resolve it clearly, without 
berating or threatening the staff. Keep copies of 
your complaints, all responses any evidence. 
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• If you don't get a satisfactory response, request 
outside mediation from your District Long-Term 
Care Ombudsman's office at 731.426.1312, or 
1.800.372.8346 ext 312 or amanda@wtls.org. 

• If the problem's still not settled, contact the 
Department of Health at 1.877.287.0010. Provide 
a detailed, documentation summary of your 
complaint. The state will then dispatch inspectors to 
investigate your claims. If you disagree with the 
findings, you may need to hire a private attorney. 

• Get involved or establish an independent family 
council with other residents' relatives so that you 
can voice your concerns collectively. 

• After making a complaint, if you suspect 
retaliation, consult with your Ombudsman or 
Department of Health. 

 

Nursing home residents are guaranteed 
certain rights under federal law. Also, most 
states have passed laws that provide 
additional rights. Nursing homes are 
required to advise residents of these rights, 
and to encourage and assist residents 
throughout their stay in the facility, to 
exercise their rights as a nursing home 
resident and as a citizen of the United 
States. 

EACH PERSON ADMITTED TO A 
NURSING HOME HAS THE FOLLOWING 
RIGHTS:  



DIGNITY & RESPECT 
-being treated kindly at all times 
-having someone knock on your door and be invited before entering 
your room 
-raising a complaint without fear of retaliation  
-having your beliefs & practices respected  
-knowing your rights 
-being informed of facility policies & changes to those policies 
 
FREEDOM OF CHOICE 
-choosing when to wake up &what to wear 
-being called by the name of your choice 
-having your cultural choices in food & activities respected 
-accepting or refusing treatment 
-choosing an alternative menu item 
-staying up as late as you want, or going to bed early if you wish 
 
PRIVACY 
-having access to your personal account & managing your    
 own money 
-making a phone call in private 
-choosing your visitors & meeting privately with them 
-opening your own mail 
-securely storing & having access to personal items  
-accessing your medical record 
 
ACCOMMODATION 
-being free from restraints 
-receiving a timely response to your care needs 
-speaking with your doctor 
-participating in care planning 
-having your needs met (food, water) 
-assistance with care 
 
PARTICIPATION IN ACTIVITIES 
-attending resident council meetings 
-participating in activities you enjoy 
-participating in community activities 
-participating or not, in religious activities 

 
 
Answer these questions:  
♦Date of incident 
♦What happen 
♦What was done to resolve incident 
♦To whom did you talk to 
♦Were there any witnesses 
♦Did you contact your Ombudsman 
♦Did you talk to relatives of other residents 
♦What letters did you and to whom 
♦Did you send a thank you note  
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