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Session Description

This session will demonstrate how a Moving Forward Coalition 

committee assembled residents, care partners, 

advocates, clinicians, and researchers to develop a step-by-step 

Resident Council Guide for nursing home residents, staff, and community 

members.

Discussion will also include the importance of a resource guide and its use 

to support nursing homes to implement, sustain, and continually enhance 

an effective, person-centered Resident Council.
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Learning Objectives
After the session, learners will be able to:

1. Describe why Resident Councils are a vital part of community 
life, person-centeredness, and at the heart of hearing the 
voice of residents within nursing homes.

2. State why a more standard approach and best practices are 
needed to promote residents actively participating in these 
meetings.

3. Explain how the survey process plays an essential role in 
partnering with nursing homes to prioritize residents’ feedback 
identified/ documented in these meetings, administration’s 
responses, and meaningfully address residents' concerns.
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What is a Resident Council?

An independent, organized group of people living in a long-

term care facility that meets on a regular basis to discuss 

concerns and develop suggestions to improve services or 

resolve differences within the facility.
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Rights of Resident Councils

 The facility must provide a Resident Council with a private space for meetings. 
 The facility must take reasonable steps, with the approval of the Resident Council, 

to make residents aware of upcoming meetings in a timely manner. 
 The Resident Council meetings are closed to staff, visitors, and other guests. For 

staff, visitors, or other guests to attend, the Resident Council must invite them. 
 The facility must provide a designated staff person who is approved by the 

Resident Council and the facility to provide assistance and respond to written 
requests from the Resident Council. 

 The facility must consider the views of a Resident Council and act promptly upon 
grievances and recommendations of the Resident Council concerning issues of 
resident care and life in the facility. 

 The facility must be able to demonstrate their response and rationale for their 
response. 
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The Purpose of a Resident Council Is To:

 Give residents participation in affairs within the facility.
 Give residents a forum for discussion of concerns within the facility.
 Serve as a line of communication between residents and staff.
 Serve as an informational forum.
 Empower residents to advocate on issues that affect their home, 

community, quality of care and life.
 Discuss concerns to determine patterns and allow for formal 

resolution.
 Ensure that the nursing home is working to residents’ best interest 

and creating homelike environments based on resident 
preferences.
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Resident Council Model

 Residents run the Council; residents fill key positions such as President, Vice 
President, Treasurer, Secretary.

 The council receives no interference from the facility staff.

 Residents feel comfortable speaking freely, raising issues and concerns.

 Residents are treated in a dignified manner.

 Resident issues and concerns are taken seriously.

 Issues and concerns are promptly addressed by the appropriate 
department.

 Slight variations are possible – Resident Councils are tailored to individual 
homes.
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Resident Council Best Practices

 Resident Council meetings are 
marketed and advertised; consider 
invitations.

 Resident Council meetings are 
consistent - same day, time, and 
location each month.

 Each meeting has a prepared 
agenda with input from Resident 
Council members.

 Resident Council is governed by by-
laws that are unique to the 
home/community; by-laws detail 
election process.

 Minutes are taken, reviewed, and 
approved by Resident Council 
members.

 Resident Council Communication 
Form is utilized; passed on to 
appropriate departments; resolution 
indicated; signed off by both 
Administration and Resident Council.

 Meetings are accessible to all 
residents wishing to participate; use of 
adaptive technology and recording 
meetings for those who cannot 
participate in person.

7

8



12/30/2024

5

9

Federal Regulatory Guidance 
& Best Practices
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F565: Resident/Family Group and 
Response

 F565 is part of the Resident Rights regulatory group.

 This regulation outlines the rights of residents to both organize and participate in 
resident groups without the facility interfering, but also addresses the facility’s 
response to issues raised.

 The facility is required to provide a resident or family group with private space if it 
has it, for them to meet, with staff/visitors/others attending only if invited.

 Per the regulation, residents have the right to participate in family meetings.

 Residents also have the right to have family members/resident representatives 
meet in the facility with other families/resident representatives.

 It is also the responsibility of the facility to take “reasonable” steps to let 
residents/families know when there will be meetings taking place.
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Process into Practice

 On survey, during the Entrance Conference, the surveyors will check 
if there is a Resident or Family Council.

 If there is, they will interview representatives from the group.

 They will ask how grievances and recommendations are 
considered, addressed (or not addressed) and acted upon, and 
how the facility provides its responses to the residents.

 Looking at the residents’ and families’ grievances and suggestions 
provides insight into potential systems issues.

 A surveyor would look at these issues and determine if they were 
followed up on - providers should do the same and ensure 
grievances are promptly followed up on.
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QAPI: Feedback Is Important!
 Feedback is one of many data sources which provide 

valuable information the facility must incorporate into an 
effective QAPI program.

 Each facility must establish and implement written policies 
and procedures for feedback.

 Feedback must be obtained from direct care staff, other 
staff, residents and resident representatives, as well as other 
sources, and be used to identify problems that are high risk, 
high-volume, and/or problem-prone, as well as 
opportunities for improvement.

 Feedback from residents is necessary to understand what 
quality concerns are important to them, their perspectives, 
values and priorities, as well as the impact of the facility’s 
daily routines on their physical, mental, and psychosocial 
well-being.

 Staff can also provide valuable input into understanding 
care and service delivery processes. 

 A facility should choose the best mechanism for feedback 
to support their QAPI program. Examples of mechanisms for 
obtaining resident and staff feedback may include, but are 
not limited to:

 Satisfaction surveys and questionnaires;
 Routine meetings, e.g., care plan meetings, resident 

council, safety team, town hall; and
 Suggestion or comment boxes 

 Facilities should consider feedback related to concerns 
about health equity. For example, does the facility address 
the needs of individuals with disabilities, limited English 
proficiency, with different cultural or ethnic preferences, or 
other health equity concerns?

Updated Guidance 

Facilities should also collect and monitor data related to the outcomes of sub-populations to address any 
health equity issues.

For example, there could be higher risk or problem-prone issues related to certain sub-populations 
(e.g., race, sexual orientation, socioeconomic status, or preferred language) within the facility. 
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Be Proactive: Engage Residents!

 Did staff listen to you?

 Did staff make you feel welcome?

 Did staff respect your personal choices and preferences?

 Did the facility address your needs?

 How likely would you be to recommend this facility to a friend or 
loved one who needs this type of service?

 Is there anyone you would like to recognize from your experience?

 Were you treated with courtesy and respect?

 What else would you like to say about your experience?
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Resident Council Feedback Examples

Resident comments identified during meetings that were not 
responded to by the facility:

 Lengthy wait times for call lights - staff telling residents “you’re not 
my resident” and turning the call light off, or telling residents “I’m 
too busy”

 Lack of sufficient staffing - bathing, not getting up in time for 
morning activities

 Lack of language translation services

 Dining room staff ignoring resident requests for help and chatting 
amongst themselves instead of interacting with residents

 Food temperatures, late food deliveries, and poor food quality

 Suggestions for activities programming not recognized
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How Surveyors Cite QAPI Noncompliance
F865
For concerns related to whether a facility has implemented and maintains a comprehensive QAPI 
program and plan, disclosure of records and governance and leadership.

F867
For concerns related to how the facility obtains feedback, collects data, monitors adverse events, 
identifies areas for improvement, prioritizes improvement activities, implements corrective and preventive 
actions, and conducts performance improvement projects.

F868
For concerns related to the composition of the QAA committee, frequency of meetings and reporting to 
the governing body. To cite deficient practice at F868, the surveyor's investigation must generally show 
that the facility failed to meet any one of the following:
 Establish and maintain a QAA committee;
 Ensure the QAA committee is composed of the required committee members;
 Ensure the QAA Committee reports its activities to the governing body; and/or
 Meet at least quarterly, and with enough frequency to conduct required QAPI activities. 
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QAPI Data Collection
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QAPI Dashboard: Monthly
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QAPI Dashboard: Resident Council
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Performance Improvement Project: 
Resident Council
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Performance Improvement Project: 
Continued

 The facility must conduct distinct performance 
improvement projects, based on the scope and 
complexity of facility services and available resources.

 While the number and frequency of improvement projects 
may vary, each facility must conduct at least one 
improvement project annually that focuses on high-risk or 
problem-prone areas, identified by the facility through 
data collection and analysis.

19

20



12/30/2024

11

21

QAPI: CMS Critical Element 
Pathway
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QAPI and Quality Assessment & Assurance 
(QAA) Review

Source: CMS QSO-25-07-NH, 11.18.2024
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QAPI and QAA Review: Continued

Source: CMS QSO-25-07-NH, 11.18.2024
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QAPI and QAA Review: Continued

Source: CMS QSO-25-07-NH, 11.18.2024
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QAPI and QAA Review: Continued

Source: CMS QSO-25-07-NH, 11.18.2024
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Resident Council Considerations
 Residents and families have the right to form 

and participate in a Council.
 Residents have the right to be a member of 

the Family Council and to decide if their family 
member or other designee participates in a 
Family Council.

 Nursing homes are required to provide a 
private space for Council meetings and can 
only have a staff person in attendance if they 
are invited by the Council.

 The nursing home must have a designated 
staff person who has been approved by the 
Council and is responsible for providing 
assistance to the Council and responding to 
written requests from the Council.

 Nursing homes must consider the Council’s 
concerns and recommendations. While they 
are not obliged to do everything that the 

Council wants, nursing homes are required to 
demonstrate their response to the Council’s 
concerns and recommendations and provide 
a rationale for their response.

 When the surveyors arrive for an inspection, 
they should be interviewing representatives 
from Resident and Family Councils to 
determine if these requirements are being 
fulfilled. For example, they should ask:
 How are views, grievances or 

recommendations from the Resident 
Council considered, addressed and 
acted upon?

 How do facility staff provide responses, 
actions, and rationales to the Resident 
Council?

25

26



12/30/2024

14

27

Resident Council Key Takeaways
 Play a key role in making the nursing home 

experience more person-centered

 Have valuable, unique perspectives, which 
can enhance communication with staff 
and generate new ideas

 Involve and ensure that nursing home staff 
understand and respect their choices, 
dignity, and rights to purposeful living

 Engagement supports their participation in 
deciding best approaches to care

 Engagement facilitates residents, families, 
etc. getting to know staff and their roles, 
and facilitates the staff getting to know 
them, their needs and preferences

 Provide a source of input for QAPI!

 Have their own line entry on a QAPI 
dashboard specifically for the residents 
(e.g., customer satisfaction, engagement, 
etc.)

 Facilities should consider feedback related 
to concerns about health equity (for 
example, does the facility address the 
needs of individuals with disabilities, limited 
English proficiency, with different cultural or 
ethnic preferences, or other health equity 
concerns?)

Please write your great title is here
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Moving Forward 
Action Guide
www.NursingHomeActionGuides.org
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Other Resources
CMS QSO-25-07-NH. (November 18, 2024). Revised Long-Term 

Care (LTC) Surveyor Guidance: Significant revisions to enhance 

quality and oversight of the LTC survey process. 

https://www.cms.gov/files/document/revised-long-term-care-ltc-

surveyor-guidance-significant-revisions-enhance-quality-and-

oversight-ltc.pdf

Strengthening Resident Councils: Project Updates. (2024). 

https://www.youtube.com/watch?v=CAPtY3dhi4I

Thank you!

www.MovingForwardCoalition.org

Dr. Anna Fisher
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