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The Coordinating Center’s Guide to Using Attendant Care Services through the Living at Home Waiver Program
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Attendant Care Services and You:

Partners in Community Living

Attendant care is an important service that is used to help people remain independent, safe, and healthy in the community.  Now that you are participating in the Living at Home Waiver program, you have choices in selecting attendants and using attendant care services.  Your first choice is to decide which model of attendant care to use.  There are three different models for you to choose from:
· First, the agency-employed model is one in which you select an attendant care or home health agency.  This agency in turn hires, schedules, and oversees the attendant.  
· Second, the consumer-employed model is one in which you hire and train the attendant.  In this model you will also have the services of a nurse monitor to work with the attendant on meeting your health care needs.   
· Third, in the consumer-employed, self directed model, you are the person who will hire and train the attendant and you will not use a nurse monitor.  
Some program participants use a combination of these models.
This booklet from The Coordinating Center will answer some of the questions you may have about attendant care services.  Please continue to talk with your Coordinating Center Service Coordinator about your questions as you learn more about attendant care and decide which model best meets your needs.    Refer to the Fast Facts Chart at the back of this booklet for a comparison of aspects of these models.
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What exactly is attendant care?
Attendant care is one of the core services that is available to you through the Living at Home Waiver program.  Basically, it is a service that provides a person to support you in your own home by helping with tasks that you need to do to live on your own. 
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Like what?

The tasks that the attendant may be able to help with are things like…

· Personal hygiene, such as bathing and grooming

· Keeping track of medication and other minor health related concerns

· Help with transferring from bed to chair

· Making meals and doing some household chores

Who provides attendant care?

Anyone – not your spouse --who is trained in your needs, or who is willing to be trained in your needs can be an attendant. This person must also be enrolled in the program as a provider. 

If you have specialized health needs, you may have to request a home health aide or a nurse along with, or instead of, an attendant.  Attendants do not provide skilled care.  

Do attendants have to have some special permission or certification?

All attendants who participate in this program have to be enrolled with the State of Maryland and have a Medicaid provider number. Medicaid issues this number after the attendant has completed the application, which includes a criminal background check and proof of CPR and First Aid training.  If you are using either consumer-employed model you will have the option to waive the CPR and First Aid certification.   

How do I use attendant care?  

Your Coordinating Center Service Coordinator will help you to obtain these services.  As we explained in the introduction, there are three different models or ways to begin using attendant care.  As the employer, you can work with a nurse monitor who is responsible for training and overseeing the medical aspects of your care.  This is called the consumer employed model.   
  In the consumer-employed self directed model, you are the employer who hires and trains the attendant, and there is no nurse monitor involved.
If you chose the agency-employed model, then you will work through a home health agency or an attendant care agency that is licensed to provide attendants.
Even though the agency is responsible for hiring, training and supervising, your opinions and choices are important.  You will need to tell the agency about what skills the person should have and when you need to have them in your home. You can also spell out the techniques or methods that you prefer the individual to use. 

Who pays for attendant care?

This service – including the necessary hours -- will be part of your Waiver Plan of Service and it is covered by Maryland Medicaid.  There is no cost to you.

In order for the attendant to be paid, he/she has to be enrolled as a provider in the Living at Home Waiver program with the State of Maryland and get a Medicaid provider number as well as meet certain other requirements. 
Keep in mind that only those services that are included in the Plan of Service – such as the hours for attendant care -- will be authorized. If you need additional attendant care hours, you will have to discuss this issue with your Service Coordinator and it must be included in your plan.
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Do I have to manage payments to the attendant? 

If you use either of the consumer- employed models, then you will use what is known as a fiscal intermediary.  This is an agency that is responsible for seeing that the attendant is paid after all requirements are met.  Fiscal intermediary is another service provided by the program.  Your Coordinating Center Service Coordinator will explain the entire process to you.

How are payments authorized?

To make sure that payments are authorized, there are two important tasks for you to do.  They are to sign time sheets that verify the hours your attendant worked, and also to sign the Provider Service Record (PSR) that lists what tasks the attendant did for you.  Both of these forms are reviewed as part of the payment approval process for the attendant.

If you are using the agency- employed model, then the agency you have chosen will be paying your provider directly and will be reimbursed by Maryland Medicaid.  But you will still need to sign the PSR that confirms what tasks the attendant did for you.
Be careful to review the hours noted on the form before you sign it.  Report any discrepancies or mistakes to your Coordinating Center Service Coordinator.
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What are the first steps? How do I get started?

· Planning for Attendant Care

This involves deciding what your needs are, and what you are looking for in an attendant. Your Coordinating Center Service Coordinator will discuss this with you.

· Figuring out your support needs

Make a list of everything you believe you will need help with at home, things like the following:

· Helping with hygiene (bathing, grooming, toileting)

· Positioning and transferring

· Making appointments

· Helping with medications

· Providing or finding transportation to appointments 

· Going along to appointments  meetings, or outings
· Helping you get to your job

· Helping with housework

· Doing or helping with grocery shopping and errands

· Helping to pay bills

· Deciding what skills and abilities the person you will hire must have.  

These might be things like

· Being available during certain times of the day

· Having a valid driver’s license

· Knowing CPR and First Aid

· Having experience with using assistive technology

· Being able to fix meals

· Being reliable 

· Speaking and understanding the language that you prefer

Then, read your two lists and decide which items are MOST important to you.  This will give you a starting point for interviewing.

What is the next step?  How do I find people to provide these services in my home?
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· Hiring: Knowing where to look, finding the right fit

First of all, look around you.  The right person might be someone in your family (not your spouse), someone in your neighborhood, a friend, or someone in your congregation.  

Your Coordinating Center Service Coordinator also has a list of independent attendants as well as attendant care agencies that are already enrolled. 

(   Tips on Choosing an Agency: 

Just as you would choose a person to work with you, select an agency that is a good fit for you.  Ask questions that will help you make a good choice, such as:

· How do you go about hiring?

· How do you train people?

· Who schedules and what do you do to find people to fill the schedule?

· How and when will you contact me?

· How do you supervise the people who are in my home?

· How do you handle complaints?

· Who is my contact person at the agency?
· How do you screen employees?
· What hours are available?
Advertising:  

Putting your needs in writing

One of the tried and true methods of finding people is advertising.  You can advertise in newspaper Help Wanted ads, church and other community bulletin boards, and advertising magazines.  Don’t forget to use the Internet through list serves that you participate in and through organizations that you belong to.

( Ad tips 

Don’t put too much information about yourself into ads, especially your address.  Use the general neighborhood or areas instead. 

Save the specific information for the interview.  Ask a friend to read your ad before you run it.  
Use a Post Office box for people to send replies.  That way your privacy is protected and you can contact people you are interested in -– in your own way and in your own time. 

The information you will put in your ad should be short and to the point, like the following example:

( Ad Example:

Attendant to provide in home services for a person with physical disabilities, four hours daily in quiet neighborhood.  Drivers’ license a must; experience preferred. Send resume to (Post Office box or newspaper box number).

Once you have reviewed the resumes of the people who have applied to be your attendant, you will want to set up interviews.  Make sure in your own mind what is important to you, what kind of skills the attendant should have, and when you will need the attendant.  
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Then call the person and have a short conversation about your desires and the person’s ideas about the job. If you think you might want to hire him/her, then set up an appointment for a face-to-face interview. 

Screening applicants for the job: Using the phone as a

first interview

( Tips:  Before the Interview

Write a list of questions you would like the person to answer.  

Use the same questions with each person you interview.

Take notes on the telephone interview in case you want to follow up with a comment made on the phone.

Write a list of things that are especially important to you, things like:

· Being on time

· Staying in touch 

· Respecting your life style

· Being confidential 
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The Interview:

Choosing your team

The interview is the time for you to decide if the person is right for you – and for the person to decide if the job is right for him or her. The interview is mostly about the job and the person’s ability to do the job.  

What kinds of questions should I ask in the interview?

· Where have you worked in the past?

· Have you ever worked in this kind of job?

· How do you feel about working in someone’s home?

· How will you get here? 

· Is there a transportation or other issue that will make it hard for you to get here on time?

· Have you ever quit without notice?

· Are you committed to being here when I need you?

· What kinds of things frustrate you on the job?

· Why do you want this job?

· Will you be able to assist me with transfers to and from my wheelchair?
· How do you feel about the house rules?

Are there any questions I should not ask in the interview?

Yes, you should not ask personal questions like…

· How old are you?

· Are you married?

· Do you have children?

· How much do you weigh?

· Do you have a bad back?

· Have you ever been arrested?

When you meet the person, tell him/her again about what you expect and what you need—especially the schedule.  

Be clear about the things that the person will need to do and describe them as fully as possible.  For example, if the attendant will be expected to lift you, tell the person how much weight and how far the transfer is.  

Be very clear about the relationship with you – that you are in charge, even if there is another family member in your home.
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What should I look for during the interview?
You will want to notice that 

the person is 

· Clean and neat

· Arrives on time

· Asks good questions

· Seems professional

· Treats you with respect and addresses comments to you

· Knows first aid and CPR

· Is willing to work the schedule you prefer

· Is willing to do the things you have asked for and has good ideas about the job

· Is honest about any issues that might be a problem and helps to work out solutions

· Is pleasant and interested in you and your home

· Makes you feel comfortable

(  Interview tips:  

· Have a written list of job duties ready.  

· If you want someone who speaks a particular language, use that language in the interview.  

· Make a list of house rules.

· Write down the schedule.

How do I make the list of job duties?

Go back to the list of things that are important to you. Put them together with any other tasks that need to be done.  And this time, be very specific.  
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For example, the program covers a variety of tasks including chore service, but not heavy cleaning.  Check with your Coordinating Center Service Coordinator on the possibilities.

( Sample List of Job Duties

1. Help with transfers.
2. Every morning help me out of bed and to the bathroom at 8:00. 

3. Help me into bed at 9 PM daily.

4. Help with dressing daily.

5. Help with laundry weekly. 
6. Arrange for transportation for a standing Wednesday meeting. 
7. Arrange for transportation for doctor’s appointments.  

What about qualifications for the job?

If the person came to you from the list of waiver enrolled providers, he/she has already shown proof of CPR and First Aid certifications and has had a criminal background check.  You should ask to see a copy of the provider number to be sure.  You can also ask to see the card that proves the person passed CPR and/or First Aid.  You might want someone with a high school diploma, at least.  You can ask to see a record of that too.
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What are house rules? 

House rules are basically a list of the way you want things done in your home. They are a good idea so that everyone who comes into your home will know how you wish to be treated. 

( Sample House Rules
1. No smoking anywhere in or near my home.

2. Please bring your own lunch or snacks.  

3. I will provide coffee and water, but please clean out your cups and glasses.

4. Please do not use my telephone or my computer.

5. Please arrive on time or call me the day before if you are unable to come.  

6. In emergencies, please call me as soon as you can to tell me about your plans.

( Tips for working with an agency:  

· Ask to interview the people who will be coming into your home.  

· Use your own interview questions. 

· Share your ideas for house rules.  

What about the criminal background check?

If you are working through an agency using the agency- employed model, this will be done for you. 

If not, and you are using either of the consumer- employed models, you will want to ask the person you are planning to hire to provide this to you.  If there is some criminal violation in the person’s background, you will have to decide if you still wish to hire that person. Only ask about this if you are planning to hire the person.

But, if you are using either of the consumer- employed models and you feel really comfortable with the person, you can by-pass it by signing a waiver form. Your Coordinating Center Service Coordinator can help you with this process. 

How do I go about checking references?

Again, if you are working with an agency, this will be done for you.

But if you are using either consumer-employed model, be sure to ask for references.  It’s best if the references come from jobs, especially from jobs like the one that you are offering.  And then call the people that the person has given you as references.   When you call, ask if the previous employer thinks the person can do the job, and if they would hire the person again.  
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 I’ve made my choice.  What’s next?

With the consumer- employed model, take the following steps:  

1. Call your Coordinating Center Service Coordinator and give him/her the name of the attendant you have chosen.  The Service Coordinator will check to see if the person is enrolled.  If not, the Service Coordinator can help with this process.  The provider enrollment process can take several weeks.
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(Remember:  your attendant cannot begin working with you until he/she has a Living at Home waiver provider number.  If you are using a nurse monitor, the attendant has to meet with the nurse before starting work.
2. Choose a nurse monitor, who will meet with the attendant before the service starts.  This happens so that the attendant has the chance to ask a medical expert any questions about your service needs.  Your Service Coordinator will help with this step as well.

Keep in mind that if you have chosen the consumer-employed model without the nurse monitor, you will not need to take Step 2.

3. You and the attendant will have to fill out paperwork from the fiscal intermediary.  Your Service Coordinator can help with this if necessary.
With the agency- employed model, call the agency, and work with them through the process.  If you have any questions during this process, don’t hesitate to call your Coordinating Center Service Coordinator.
Communication and Training:

Keys to making the partnership work

· How do I go about it? 
Think about this person as a partner in a professional relationship.  Both of you have roles and jobs that are necessary to make things run smoothly.   It’s most important to be clear about your expectations.  That’s why you wrote down house rules, your schedule and the things that you need to have done.

Another important part of communication is to talk about issues or problems when they happen.  Try not to wait until little problems become big ones.  For example, if you don’t like how the assistant adjusts your chair, you can say so at the time.  

Be professional when you explain what you need and explain why.  People are more likely to try to do things the way you prefer if they understand the reasons why.

Be sure to show respect to the assistant. 
If you are working with an agency, be sure to let the agency representative know if things are not going well.  You can speak personally to the attendant if you have concerns, but you also have the help of the nurse monitor at the agency, and you should not hesitate to use that support.

( Tips on Communication

· Be consistently respectful and clear with your expectations.  

· Don’t let problems linger – and don’t be afraid to speak up about your concerns.  

· Never accept threats from anyone working in your home.  

· From time to time, check with your attendant to see how things are going.

· Share your ideas about how things are going or could be improved.

How do I go about training someone?

You can’t leave training to luck and hope that the person who comes to work in your home will already have a good work ethic or know what to do.  If you are a consumer employer, one of your roles is to train the person who is working in you home and work with the nurse monitor to do that.  If you are a self-directed consumer employer, that role is yours. 
Sure, you’ve written your list of what things you need the attendant to do. You have house rules.  But …we all learn differently.  Some people learn by reading, others by listening and still others by doing.  Most people will learn best when they understand the reasons why they are doing things. 
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Often the best way to train is the See One – Do One method.  This means that you or another person who supports you will help with doing one of the tasks that you need, such as a transfer.  Then the new attendant will do the same thing.  All through the process, you will be explaining why the method for transfer that you typically use works best for you.  

( Tips:  Tools for training and communication:  

Use what works best, such as 
· Checklists

· Calendars

· Bulletin Boards

· Dry Erase Boards

· Notebooks
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If you are using the agency-employed model, then that agency is responsible for ensuring that the attendant in your home is well prepared to assist you.  Again, share your preferences and be a part of the training.

What service does the nurse monitor provide?

Those who use the Agency- Employed Model and those who use the Consumer-Employed Model will also have a nurse monitor.                                       Your Service Coordinator will help you set up this service.   
Note:  If you are using the Consumer- Employed Self- Directed Model you will not use a nurse monitor.
The nurse monitor will support the attendant in your home by doing the following things: 

· Completing a participant assessment

· Writing a Caregiver Service Plan after meeting with you and your Coordinating Center Service Coordinator

· Training the attendant

· Reviewing the paperwork dealing with medicines and other health services

· Periodically checking your attendant’s skills 

· Reviewing service reports from your attendant

· Visiting you to see that you are getting the right health care services

· Helping to set up an emergency health plan customized to your needs

( Tips:  The RN and emergency health planning:  

The registered nurse can help you with making a plan for handling health emergencies.  This emergency plan should be clear and explained to everyone who works in your home and anyone else who supports you at home. 

What is back up planning and why do I need to do it?

You are certain that you have the right person as your attendant.  Things are working according to plan – then your attendant gets sick, or the weather turns icy and the attendant can’t get to your house.  That’s why everyone needs a back up plan.  

You can do this in a number of ways.  Pick a family member or friend who can step in when you have an emergency.  Hire more than one person and divide the work between them, so that one can take up the slack when the other is unable to come.  You can also use an agency as a back up.  Your Coordinating Center Service Coordinator can help you with developing your back up plan.
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How do the bills for attendant care get paid?          
Because you are participating in the Living at Home waiver program, your costs for attendant care are paid for through the program.  The amount that is paid is based on the number of hours of services you receive, according to your Waiver Plan of Service. 

In order for your attendant to be paid, the hours that are worked and the tasks that are done for you must be recorded on a Provider Service Record (PSR).  The hours worked are recorded on a Time Sheet.  
You and the attendant will sign both the Provider Service Record and the Time Sheet. All attendants have to turn in time sheets that have been read and signed by you. So, be sure to look at the time sheet.  Only sign when you know the information is true.  Don’t ever sign a blank time sheet.   

What happens when my attendant helps with managing my money?  
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Obviously, you would not deliberately hire a person you don’t feel you can trust. But asking individuals to pay your  bills, do your banking and so on is a special situation.  

Following are some ideas for you to think about when you decide to request your attendant to help you manage your financial affairs.

(  Tips:   When your  attendant handles your money.                               
· Have direct deposit whenever possible.

· Limit the number of people who have access to your account numbers, especially your ATM access code number, or PIN.
 

· When anyone who works for you leaves your employ, change your PIN.
· Don’t keep a lot of cash on hand.
· Unless you are handling your own finances personally, make sure that one person actually writes your checks and a different person makes deposits.
· Have someone else that you trust review your accounts regularly
Fast Facts about Attendant Care…Comparing the Options
	Agency - Employed Model
	Consumer - Employed Model with a Nurse Monitor
	Consumer – Employed Self Directed  Model 

(No Nurse Monitor) 

	At the start…

You choose a home health agency from a list of enrolled companies. The  home health agency that you choose hires, trains, schedules and oversees the attendant.  You may also interview the attendant.
	You personally interview and hire the attendant.   Anyone but your spouse can be paid to be your attendant.  You can choose an attendant on your own, or you can use a list of registered independent attendants.
	You personally interview and hire the attendant.   Anyone but your spouse can be paid to be your attendant.  You can choose an attendant on your own, or you can use a list of registered independent attendants.

	Monitoring your care…
Your care will be monitored by a registered nurse who visits you regularly.  The home health agency will provide the nurse monitor.
	Your care will be monitored by a registered nurse who visits you regularly.  You will select the nurse monitor from a list of licensed  providers.

 
	You will monitor your own care.

	Beginning the Service…

The attendant may not begin working with you until the nurse monitor has trained that person.
	The attendant must register with the State of Maryland, obtain a Medicaid provider number and be trained by the nurse monitor before he/she can begin working with you.
	The attendant must register with the State of Maryland, obtain a Medicaid provider number before he/she can begin working with you.



	Checking References…

The home health agency checks the attendant’s references before the service begins.
	You are responsible to check the attendant’s references.
	You are responsible to check the attendant’s references.

	Agency - Employed Model
	Consumer - Employed Model with a Nurse Monitor
	Consumer – Employed Self Directed Model 

(No Nurse Monitor) 

	Paying for the Service…

The home health agency pays the attendant and is reimbursed by Medicaid.  There is no cost to you.  
	A fiscal intermediary is responsible for reviewing time sheets and paying attendants.  
There is no cost to you.
	A fiscal intermediary is responsible for reviewing time sheets and paying attendants.  
There is no cost to you.



	Training in your specific needs…

The home health agency works with you to understand your needs for tasks, hours, etc.   and will train the attendant in your specific care needs.
	You and the nurse monitor will train the attendant.
	You will train the attendant.

	Writing the Attendant Care Plan…
You and the nurse will develop and monitor the attendant care plan.
	You and the nurse will develop and monitor the attendant care plan.
	You will develop and monitor the attendant care plan.

	Emergency Back Up Planning…

You will need a back up in case the attendant cannot be at your home as expected. Sometimes the home health agency can help to find that person.
	You must provide a back up person to call on in an emergency. Your service coordinator can help you with this process.
	You must provide a back up person to call on in an emergency. Your service coordinator can help you with this process.
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Your Coordinating Center Service Coordinator is available to help you every step of the way. We can help with ways to find and hire attendants, and we can help you learn how to be a good boss who knows how to train and communicate with your attendant.  As your Service Coordinator continues to contact you he or she will ask how things are going and offer ideas to help you get the best results from the attendant care service.  We too are your partners in community living.
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