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RFP No. 2026 – ACSSA- AAA- OMB, Questions and Answers
All the questions are taken verbatim from written questions emailed by potential Bidders. The County of Alameda shall be noted as “County” in the answers to these questions. The Questions & Answers are the final stances of the County. Please consider this document in preparation for your bid response. 

QUESTIONS & ANSWERS
Q1) How did we come to the 4,365 complaints resolved or partially resolved? 
A1)       We originally came up with this figure by estimating that up to 1/3 of beds in LTC facilities may have complaints. Please note that this figure is not necessarily a performance measure that programs are required to reach; rather, the number should be construed as representing a complaint volume that programs have the capacity to serve, given that this outcome is dependent on a complainant’s request for resolution services. AAA will consult the State Ombudsman’s Office on the complaint numbers set in the RFP. We will have the opportunity in contract negotiation to address any discrepancy between the information provided by the State and the requirements in the RFP. Additionally, bidders have the ability to use Exhibit F to log their concerns if they take issue with any of the content in the RFP.

Q2) If an organization providing ombudsman services does a good job of working upstream, it would be a win to have fewer complaints. Are organizations really expected to receive ~4,000 complaints or are they being asked to demonstrate the capacity to do that many?
A2) 	As mentioned above, the purpose of this metric is to have the capacity to handle the stated volume of complaints. It is true that effective community education and information and assistance provided to facilities staff could lower the number of complaints received, assuming no other changes are made to program provision or population. However, please note that this is not a guarantee. 
Additionally, consider that changes to the service environment could result in increased numbers of complaints, as illustrated below:
· As the older adult population grows, the overall number of complaints received may increase even with effective education. 
· The number of complaints could also increase if other aspects of program provision change. For example, increasing the number of trained ombudsman representatives might allow for a greater presence within LTC facilities while attending additional resident or family councils may expand knowledge about the program. 
Finally, when it comes to measuring effectiveness, the most appropriate measure for indicating success is not determined solely the volume of complaints received but would also be based on the experience that older adults/their representatives who are making a complaint have with the provider.



Q3) Is maintaining a volunteer force of 8 certified LTC Ombudsmen required if we are able to exceed our deliverables with fewer volunteers?

A3)     	Alameda is a large county with a large number of beds in its LTC facilities, and the requirement for 8 volunteers has been in our previous contracts. For context, to adequately reach the target population, frequent and routine indoor facility visits are necessary, requiring a coordinated and consistent effort that necessitates a team to ensure coverage. Our intention behind this measure is to ensure there are enough ombudsman representatives to maintain a regular presence within LTC facilities; increased presence cultivates familiarity with ombudsmen, trust in the office, and knowledge of services, making the organization better positioned to receive and respond to complaints. Interns (e.g. MSW interns) serving as ombudsman representatives will count towards the overall volunteer count. 
We will consult with the State’s LTCOP Office to discuss recommendations regarding program structure, county size/number of beds, and best practices regarding volunteers in order to ensure the future contract is responsive to the county’s anticipated needs.

Q4)     What kind of agencies would make for the strongest references? Are you looking for individual clients, administrators of staff of LTC facilities, or leaders at nonprofit organizations with whom we partner for a range of services and programs for older adults? Would you accept references who could speak to our LTCOP in Solano and Contra Costa County? 

A4)	Any of the listed references would be acceptable, and diversity in your references is encouraged, as it gives insight into your organization's capabilities from multiple perspectives. References from other AAAs in neighboring service areas would be strong options, as they can speak to your capability of doing the scope of work laid out in the RFP. Other partner organizations providing services to older adults are also strong references. If you provide services in Alameda County, it is helpful to include local references that can speak to your partnerships and strengths within our service environment. Bidders should not list the Alameda County AAA as a reference.

Q5) 	Is there a preference between submitting budget information in a spreadsheet or PDF?  May we formulate our budget in a Google Sheets document, rather than an Excel spreadsheet?

A5)	We ask that you keep the required documents in Excel format. Google Sheets will require additional logins, and PDFs will not maintain the formula information.

Q6)	Are there prior annual reports available from the former Ombudsman?

A6)	Information on the Ombudsman program can be found in Alameda County’s 2025-2026 Annual Update of the Alameda Countywide Area Plan For Older Adults 2024-2028 , the State Long-Term Care Ombudsman page, California Long-Term Care Ombudsman Program Federal Fiscal Years 2023-24 Annual Advocacy Report, and the 2021-25 California OAA State Plan on Aging.

Q7)	Was this Ombudsman managed by the county prior to the RFP or was there prior restructuring?

A7)	For many years, the Ombudsman program was managed internally by the AAA. This changed in FY 2020 when the service was contracted out to a community-based organization. 

Q8)	We are seeking clarification regarding the proposed deliverable of 4,365 resolved complaints per fiscal year. Historically, the Alameda County Ombudsman program receives approximately 1200-1500 complaints annually. As the program does not generate complaints but rather responds to them, we are concerned about the feasibility of a target that's so much higher than the actual volume. 
Furthermore, current state guidance has tightened investigation protocols post-COVID. While verbal consent was permitted during the emergency period, current directives require written consent to activate a formal investigation. This change naturally impacts the conversion rate of inquiries to 'resolved complaints' in the reporting system. Will the committee confirm with the State Office if these deliverables align with updated statewide guidelines and historical data for our region?
A8)	As mentioned in previous answers, this figure is not a performance measure that programs are required to reach; rather, the number should be construed as representing the complaint volume that programs have the capacity to serve, given that complaint is dependent on a complainant’s request for resolution services.
While ombudsman programs do not actively generate complaints, they have a role to play in creating an environment in which older adults are comfortable and willing to make complaints. We anticipate that increased presence of ombudsman representatives in LTC facilities (e.g. via resident and family councils, increased routine access visits, etc.) may result in additional complaints. 
Nevertheless, AAA will consult the State Ombudsman’s Office on the complaint numbers set in the RFP. We will have the opportunity during contract negotiation to address any discrepancy between the information provided by the State and the requirements in the RFP. Additionally, bidders have the ability to use Exhibit F to log their concerns if they take issue with any of the content in the RFP.

Q9)	Regarding routine access to facilities, we noted a discrepancy between the NORS definition and the guidance provided during the recent conference call. Per NORS and State guidance, routine access is defined as visiting a facility in all four quarters of the federal fiscal year. However, the call mentioned a requirement for weekly visits to any facility with an active complaint. Please define "routine access" (i.e. monthly or quarterly) in order to maintain an 80% routine access rate for both SNFs and RCFEs. Frequent visits to high-risk facilities are a priority for our staff; however, a blanket 'weekly' mandate for every facility with a complaint would represent a significant shift in resource allocation and state-mandated training. Could the committee clarify if this 'weekly' requirement is a new local mandate, and whether it has been vetted by the State Ombudsman Office to ensure it does not conflict with existing statewide facility coverage plans? Would the facilities against which complaints have been filed (which will thus necessitate weekly visits for SNFs and monthly visits for RCFEs) count toward the 80% of facilities requiring "routine access"?
A9)	First, to ensure we are all aligned on expectations around routine access: The National Ombudsman Reporting System (NORS) What is a Routine Access Visit? defines routine access as a facility visited, not in response to a complaint, in all four quarters of the reporting period (federal fiscal year) by representatives of the Office. 
Per the National Long-Term Care Ombudsman Resource Center, there are a variety of activities that would constitute a routine access visit. Ombudsman representatives will often hear and follow up on complaints during routine access visits. When addressing complaints during a visit, ombudsman representatives can document the visit as a “routine access visit” if activities other than complaint handling are conducted during the visit. An 80% routine access rates therefore would indicate that 80% of facilities were visited in all four quarters.
The RFP contains the requirement that SNFs with active complaints be visited weekly and RCFEs with active complaints be visited monthly or more depending on quantity or severity of the complaint(s). This requirement was carried over from our previous RFP. We will contact the State Ombudsman Office to clarify expectations about visit frequency in facilities with active complaints.
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