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H07- 068 – Procedure
October 16, 2007
	TO: 
	AAA Directors

	FROM:
	Bill Moss, Director, Home and Community Services Division

	SUBJECT: 
	Homecare Agency Monitoring Tool

	Purpose:
	To revise the standardized homecare agency monitoring tool.

	Background:
	The homecare agency monitoring tool was implemented statewide in January 2005.  Feedback and review of the monitoring tool has been ongoing.  Revisions to the monitoring tool based on feedback from contract monitors and homecare agency providers were presented to contract monitors in May 2007.

	What’s new, changed, or

Clarified

 
	AAA Policies and Procedures Manual, Chapter 6, Section II, Home Care Agency Service Contract Monitoring Requirements has been updated and the standardized monitoring tool revised.  These include:
· Renaming the types of monitoring

· Defining elements in Comprehensive Monitoring

· Clarifying elements in Bi-Annual Monitoring

· Listing reasons Bi-Annual Monitoring would be expanded to a Comprehensive Monitoring

· Adding website to obtain SSPS reports for Desk Monitoring



	ACTION:
	· Replace existing AAA Policies & Procedures Manual, Chapter 6 Section II Home Care Agency Service Contract Monitoring Requirements.
· AAA homecare agency contract monitors are to begin using the revised monitoring tool November 1, 2007.

	Related 
REFERENCES:
	None

	ATTACHMENT(S):   
	AAA Policies & Procedures Manual Chapter 6, Section II Home Care Agency Service Contract Monitoring Requirements
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	CONTACT(S):
	Brent Apt, AAA Specialist

360-725-2560

aptbr@dshs.wa.gov


_1254113770.doc


SECTION II – Contracting for Home Care Agency Services


Home Care Agency Service Contract Monitoring Requirements 


AAAs must monitor Homecare Agency service contractors to ensure they are providing services in accordance with clients’ CARE Assessments, contract requirements and DOH rules.  To be effective and reliable, monitoring must be done in coordination with case managers and social workers whose responsibility it is to see that services are delivered according to clients’ CARE Assessments.

AAAs will use the ADSA provided standardized homecare agency monitoring tool for all homecare agency monitoring visits.  


POLICY 1:
AAAs are responsible for monitoring the Homecare Agency service contractors with whom they have executed contracts.  Monitoring shall be conducted regularly and will consist of the following elements:


1. Comprehensive on-site monitoring; minimum annually the first two years of contracting and a minimum of every other year thereafter. 

2. Focused on-site monitoring in the years a comprehensive monitoring does not occur


3. Semi-annual desk monitoring


POLICY 2:
The comprehensive on-site monitoring consists of the following items:


A.
Evaluation of performance


Information obtained from clients, AAA case managers and Home and Community Services (HCS) social workers through methods such as surveys, questionnaires, etc. Required indicators:


· service delivered according to the service plan


· quality of care concerns


· aide familiarity with client service plan


· response time acceptable


· agency dependability


· ability of agency to deliver services throughout defined service area


B. Policy and procedure review

Review of policies and/or procedures that are new or revised since last monitoring; and review of policies and/or procedures where concerns are noted based upon other elements of the monitoring such as client and/or personnel record reviews.  All policies and procedures of newly contracted homecare agencies will be reviewed as part of the first comprehensive monitoring.   

C. Client record and plan of care review

Review of randomly selected client files, regardless of payment source, for compliance with DOH rules and AAA contract if applicable.  For homecare agencies contracted for 2 or more years, a minimum of ten files or 3 percent of client records (whichever is higher) shall be reviewed per funding source (State -- Aging, State – DDD,  private pay, all other).  For homecare agencies contracted less than 2 years, a minimum of fifteen files or 5 percent of client records (whichever is higher) shall be reviewed per funding source.  

D. Personnel file review

Review of selected direct service worker personnel files.  For homecare agencies contracted for 2 or more years, a minimum of ten files or 3 percent of employee records (whichever is higher) shall be reviewed.  For homecare agencies contracted less than 2 years a minimum of fifteen files or 5 percent of employee records (whichever is higher) shall be reviewed.


E. Sampling of client satisfaction

This can be accomplished either by reviewing the client satisfaction process and outcome conducted by the homecare agency, by an AAA administered client satisfaction surveying process or a combination of these approaches.


F. Complaint review

Review of homecare agency complaint log and review of complaints reported through case management and other service providers.  Review to include follow-up and satisfactory resolution of all complaints.


G. Observation of a sample of the services provided, where applicable and appropriate (e.g., case management or supervisory in-home assessment gathered through Section A)

H. Fiscal review

Comparison of a sample of homecare agency billings/SSPS reports to homecare agency maintained documentation of work performed.  A review of individual employee time keeping records is part of this responsibility.  The minimum sample size is 5 percent of current authorizations.  The samples can be drawn from current and terminated clients.  The purpose of this monitoring activity is to verify:


· the work billed was performed


· the homecare agency is maintaining documentation of work performed


· the employees are paid for the work performed


I. Verification that eligible employees are being offered Basic Health Plan (BHP) or private market health insurance

Eligible employees must be offered the insurance at the time eligibility requirements are met.  Homecare agencies may not implement policies that would require that employees who meet state eligibility requirements would have to wait an additional standard period to be given benefits.


J.
Verification that "no-shows" allowances are not billed beyond program allowances.


K.
Emergency response capability.

POLICY 3:
Focused monitoring will be performed in those years where a comprehensive monitoring is not required.  The focused monitoring shall consist of:


A. Review of complaints

B. Review of items where compliance was not met during the comprehensive monitoring.  The purpose is to evaluate the homecare agency’s effectiveness in implementing corrective action to remedy findings identified during the comprehensive monitoring.

POLICY 4:
Under certain conditions a focused monitoring must be expanded to a comprehensive monitoring or a comprehensive monitoring must be conducted annually.  A comprehensive monitoring must be conducted:

A.
When requested by the homecare agency


B.
When the bi-annual monitoring indicates the need for further monitoring


C.  When a homecare agency changes ownership

D.
When the homecare agency has been contracted for less than 2 years


E.
When there have been significant staffing changes at the homecare agency


F.
When Corrective Actions have not been implemented by the homecare agency


G.
When the AAA staff judge a comprehensive monitoring is necessary


POLICY 5:
A desk monitoring shall be performed for all homecare agencies.  Desk monitoring is to occur semi-annually.  The desk monitoring shall consist of a review of program and financial (SSPS) reports to compare the level of services provided to the level of services authorized.  SSPS reports can be obtained at: http://dshsdboly8812sq/Reports/Pages/Report.aspx?ItemPath=%2fAging%2fContract+Care  


AAA verification of a sample of time keeping records will be required for homecare agencies that exceed a ratio of provided versus authorized hours of 92 percent or above for the period reviewed.  AAAs shall require a written response from homecare agencies that have a quarterly ratio of provided versus authorized hours that are equal to or less than 75 percent.  If reason for the underserved hours is primarily due to a homecare agency’s inability to appropriately respond to referrals or provide adequate staffing levels, a corrective action must be submitted by the homecare agency.


POLICY 6:
The AAA must develop a standard process whereby complaints, problems, or praise about contractors can be uniformly collected, investigated and documented.  All clients and AAAs and HCS offices within the geographic region served by the provider must be informed of the process.  The AAA or HCS staff case managing the client is responsible for addressing any immediate problems for the client and relating significant problems to the AAA contracts manager.

POLICY 7:
The AAAs may share monitoring responsibility for a homecare agency that provides services to multiple AAAs.  Client file review and employee file review must be conducted by the individual AAA.  The AAAs sharing a monitoring must have a written agreement outlining which AAA will be the lead, the areas to be monitored by each AAA and areas to be monitored jointly by AAAs.  The details of the shared monitoring needs to be included with each monitoring report submitted to ADSA.

POLICY 8:
Monitoring activities that identify problems or undesirable trends must have follow-up and resolution and be documented.


POLICY 9:
Following the monitoring, the AAA must meet with the homecare agency for an exit interview.  The exit interview is an opportunity to provide an overview of the initial findings of the monitoring.


POLICY 10:
The AAA must provide the homecare agency an opportunity to review a draft written report of the monitoring findings.  Sharing of the draft report will allow the homecare agency an opportunity to provide the AAA with clarifications or corrections that may impact the final report.


POLICY 11:
The AAA must provide the homecare agency with the final written results of the monitoring visit.  The AAA must make comment on any identified problems or undesirable trends.  Comment may include recommendations of alternative methods or positive feedback of sound or improved practices.  Any deficiencies of regulation or contract must be represented in the monitoring report with a required corrective action.


POLICY 12:
The AAA shall require the homecare agency to take corrective action appropriate to the non-compliance or complaint.  The plan of correction should include the date when the plan will be completed and the date when the homecare agency projects it will be in full compliance.

In addition to corrective actions, sanctions may be imposed for non-compliance at the discretion of the AAA.  Sanctions may include one or more of the following actions:


A. Suspension of referrals for new clients


B. Termination of the contractor’s authorizations to provide services to existing clients


C. Termination of the contract


Contracts managers must coordinate the application of sanctions with the Case Management Program.

POLICY 13:
AAAs will share outcomes of monitoring with other AAAs contracting with that homecare agency when findings result in health and safety concerns for clients or significant concerns regarding a homecare agency’s ability to appropriately deliver and/or bill for services.  In addition, decisions to terminate contracts with a homecare agency will be shared with HCS so that clients will not be referred to that homecare agency and other AAAs that contract with the same homecare agency.


POLICY 14:
AAAs shall forward the documents listed below to ADSA for review within 90-days of the monitoring visit.  ADSA will use the information to determine licensing recommendations to DOH.  The documents shall be sent to ADSA electronically.  Documents that are not available in an electronic format will be provided to ADSA in a hard copy via mail or fax.


A. Completed standardized monitoring tool


B. Copy of monitoring report(s)


C. Corrective action plan, if applicable


POLICY 15:
AAAs shall terminate contracts with a homecare agency according to the termination clauses in the contract.  AAA’s will notify ADSA and DOH of contract terminations in writing.

POLICY 16:
AAAs will monitor contracted homecare agencies for full compliance regardless of whether the agency also provides licensed home health or hospice services.  Department of Health will separately survey (monitor) licensed home health and hospice providers.


POLICY 17:
AAAs will provide an electronic list of contracted homecare agency providers to ADSA at least annually.  ADSA will be provided an updated list of contracted homecare agencies as additions and terminations are made throughout the year.  This list can be e-mailed and will be forwarded to DOH.
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																Date Report Completed

		Area Agency on Aging												Number of client files reviewed

														Number of employee files reviewed

		Homecare Agency Monitored

												CLIENTS

		Location of Homecare Agency Office(s)												Number		% of Total

												COPES/CHORE/MPC

		Agency License Type & Expiration										DDD In home

												SCSA/Respite

		Period of Contract										Private Pay

												Other

		Monitoring (Comprehensive or Focused)										EMPLOYEES

														Number Supervisors

		Monitoring Period												Number Homecare Aides

														Ratio Supervisor to Homecare Aide

		Describe administrative changes since previous monitoring

		SERVICES PROVIDED (check applicable)										TIMELINE						DATE

		CHORE														Site visit(s))

		COPES														Final Report submitted to agency

		DDD In-home														Corrective Action Plan received from agency

		MCPC														Report submitted to ADSA (within 90 days of site visit)

		Other (private insurance, Veteran's, etc)

		Private Pay												Number of Corrective Actions

		Respite												Number of Recommendations

		SCSA
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Plan of Operation

		WAC 246-355-055										Check as appropriate

		DOES THE HOMECARE AGENCY PLAN OF OPERATION INCLUDE THE FOLLOWING:		YES		NO		COMMENTS		CORRECTIVE ACTION		RECOMMENDATION

		Organizational Chart

		Job Descriptions

		How Initial Intake & Development of Plan of Care will be Completed

		Hours of Operation/Staffing

		How Client Needs will be Met when Assigned Staff are Unable to Serve

		How Supervision of Staff and Monitoring of Services Provided will be Conducted

		How Performance Evaluations for Staff and Evaluation of Services Provided will be Conducted

		How the Quality Improvement Program will be Applied Throughout the Entire Service Area

		How Problems are Identified, Monitored, Evaluated and Corrected

		How Clients are Informed of Alternative Services Prior to Ceasing Operations or when Unable to Meet the Client's Needs

		How Clients are Accepted, Referred, Transferred and Discontinued

		Record Retention
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P&P 246-335-060

		WAC 246-335-060										Check as appropriate

		ARE THE FOLLOWING POLICIES & PROCEDURES ADEQUATE & CURRENT:		YES		NO		COMMENTS		CORRECTIVE ACTION		RECOMMENDATION

		Definitions of Specific Service Descriptions

		Management of Medication

		Coordination Agreements

		Communications (special devices, translated materials, interpreters, referrals)

		Infection Control Practices

		Communicable Disease

		Food Storage, Preparation & Handling

		Reporting Client Abuse and Neglect

		Emergency Care

		Death of a Client

		Implementation of Advanced Directives in Accordance with Natural Death Act

		Service Delivery when Natural or Man-made Emergencies Occur that Prevent Normal Agency Operation

		Nurse Delegation
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P&P 246-355-065

		WAC 246-335-065										Check as appropriate

		ARE THE FOLLOWING POLICIES & PROCEDURES ADEQUATE & CURRENT:		YES		NO		COMMENTS		CORRECTIVE ACTION		RECOMMENDATION

		Background Check

		Confidentiality

		Non-discrimination

		In-person Contact with Staff Prior to Service Provision

		Job Descriptions Commensurate with Responsibilities and Scope of Non-medical Home Care Services

		References for Personnel

		Orientation to Current Agency Policies/Procedures and Verification of Skills or Training Specific to the Care Needs of the Clients

		Annual Performance Evaluations of all Personnel Providing Direct Client Care, Including On-Site Observation of Care and Skills Specific to the Care of the Client

		Provision of Equipment Necessary to Implement Infection Control Policy and Plans of Care

		TB Testing Based Upon Local Health Department Requirements
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Referrals & Complaints

		RCW 70.127.120 (5)										Check as appropriate

		DO REFERRALS CONTAIN THE FOLLOWING:		YES		NO		COMMENTS		CORRECTIVE ACTION		RECOMMENDATION

		Referral's Zip Code

		Date of Referral

		Date Supervisor Contacted Referral

		Requested Services

		Requested Schedule

		Date Service Began or Reason Service not Provided

		WAC 246-335-115

		DO COMPLAINTS CONTAIN THE FOLLOWING:

		Date of Complaint

		Who is Making the Complaint

		Nature of Complaint

		Date Complaint Investigated

		Investigation of Complaint

		Outcome of Investigation

		Corrective Actions (if applicable)

		Agency Monitoring of Corrective Actions (if applicable)

		Agency Evaluation of Corrective Actions (if applicable)

		Date Complaint Resolved
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Client Documentation

		Statement of Work										Check as appropriate

		DO ALL CLIENT FILES CONTAIN THE FOLLOWING:		YES		NO		COMMENTS		CORRECTIVE ACTION		RECOMMENDATION

		Current CARE/Agency Plan of Care

		Valid Authorization

		Release of Information

		Receipt of Bill of Rights

		Receipt of Grievance Process/procedures

		Receipt of Advanced Directives

		Signed and Dated Consent for Services

		Documentation of Accidents, Injuries, Other Incidents or Changes in Condition

		Documentation of Communication with Case Manager

		Documentation of Notice to Case Manager When Unable to Meet Client Needs

		Documentation CARE/Agency Plan of Care was Reviewed with Employee Prior to Providing Care

		Documentation of Supervisory Home Visit Every 6 months

		Documentation Services Started Within 3 Days of Receipt of Authorization

		Notes Dated and Signed/authenticated

		Notes Kept in a Legally Acceptable Manner

		WAC 246-335-090										Check as appropriate

		IF AGENCY PLAN OF CARE IS USED, DOES IT CONTAIN THE FOLLOWING:		YES		NO		COMMENTS		CORRECTIVE ACTION		RECOMMENDATION

		Evidence of an On-site Visit Prior to Implementation

		Client's Written Approval

		Services Equal to CARE Assessment

		Client's Functional Limitations

		Nutritional Needs

		Food Allergies

		Relevant Home Medical Equipment and Supplies

		Type and Schedule of Services

		Evidence of being updated every 12 months or as client needs change

		Requested Non-medical Tasks
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Orientation Material

		Statement of Work										Check as appropriate

		DOES THE ORIENTATION MATERIAL CONTAIN THE FOLLOWING:		YES		NO		COMMENTS		CORRECTIVE ACTION		RECOMMENDATION

		Information on required trainings

		Information on employer provided health insurance

		WAC 388-71-05675

		Care Setting

		Characteristics and special needs of the population served

		FIRE & LIFE SAFETY

		Emergency Communication

		Evacuation Planning

		Handling Client Injuries & Falls

		Potential Risks

		Location of Agency Policies/Procedures

		WAC 388-71-05675										Check as appropriate

		DOES THE ORIENTATION MATERIAL CONTAIN THE FOLLOWING:		YES		NO		COMMENTS		CORRECTIVE ACTION		RECOMMENDATION

		COMMUNICATION SKILLS & INFORMATION

		Methods for Supporting Effective Communication

		Use of Verbal & Non-verbal Communication

		Review of Documentation Required for the Job

		Whom to Contact Regarding Problems & Concerns

		UNIVERSAL PRECAUTIONS & INFECTION CONTROL

		Hand Washing Techniques

		Protection From Exposure to Bodily Fluids

		Disposal of Contaminated & Hazardous Articles

		Reporting Exposure to Contaminated Articles

		What to do if Provider is Sick

		WAC 388-71-05675										Check as appropriate

		DOES THE ORIENTATION MATERIAL CONTAIN THE FOLLOWING:		YES		NO		COMMENTS		CORRECTIVE ACTION		RECOMMENDATION

		CLIENTS' RIGHTS

		Right to Confidentiality

		Right to Participate in Decisions about Care

		Provider's Duty to Protect and Promote Rights

		How to Report Concerns Regarding Client's Care

		Duty to Report Suspected Abuse, Abandonment, Neglect and/or Exploitation

		Complaint Lines

		Grievance Procedures & Hotlines

		Advocates Available to Assist Clients
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Homecare Aide Documentation 

		WAC 246-335-070										Check as appropriate

		IS THERE DOCUMENTATION OF THE FOLLOWING FOR ALL HOME CARE AIDES:		YES		NO		COMMENTS		CORRECTIVE ACTION		RECOMMENDATION

		Evidence References were Checked

		Evidence of Agency Orientation

		Evidence of Training Specific to Meeting the Needs of the Clients

		Completed Disclosure Statement

		Results of Washington State Patrol Criminal Background Inquiry Every Two Years

		Evidence of Training on Agency Policies and Procedures

		Communicable Disease Testing, Immunizations and Vaccinations According to Local Health Department Authorities

		Evidence of Annual Evaluations Including Performance and On-site Evaluation

		Statement of Work												Check as appropriate

												Check as appropriate

		IS THERE DOCUMENTATION OF THE FOLLOWING FOR ALL HOME CARE AIDES:		YES		NO		COMMENTS		CORRECTIVE ACTION		RECOMMENDATION

		Right to Work Verification

		Completed Employment Application

		Health Insurance Acceptance or Refusal

		Evidence Employees Received Agency Identification Badge

		NAR/NAC if Providing Nurse Delegated Tasks

		Fundamentals of Caregiving Completed within 120 Days of Hire

		Ten Hours of Continuing Education Completed Every Year Following Fundamentals

		Valid Driver's License if Transporting Clients

		Valid Auto Insurance if transporting Clients

		Will Not Transport Clients Acknowledgement

		Confidentiality Oath

		Mandatory Reporter Acknowledgement
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Supervisor Documentation

		Statement of Work										Check as appropriate

		IS THERE DOCUMENTATION OF THE FOLLOWING FOR SUPERVISORS:		YES		NO		COMMENTS		CORRECTIVE ACTION		RECOMMENDATION

		Evidence References were Checked

		Completed Disclosure Statement

		Results of Washington State Patrol Criminal Background Inquiry Every Two Years

		Demonstrated Previous Supervisory Experience

		Experience of Service Provision to Elderly and/or Disabled People

		Evidence of Orientation to Agency

		Communicable Disease Testing, Immunizations and Vaccinations According to Local Health Department Authorities

		Ten Hours of Supervisory Training Annually

		Training on Agency Policies and Procedures

		SUPERVISORY STRUCTURE

		Adequate Number of Supervisors

		Adequate Supervision Throughout the Service Area

		Available to Aides During All Hours of Client Service Delivery
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Fiscal

		Statement of Work										Check as appropriate

		ARE THE FOLLOWING FISCAL CRITERIA MET:		YES		NO		COMMENTS		CORRECTIVE ACTION		RECOMMENDATION

		Evidence of Payment for Non-client Time (Windshield, Administrative, etc.)

		Evidence of Payment for State Mandated Training

		Evidence of Payment for Overtime

		Evidence of State Mandated Wage Increases

		Accurate Documentation and Billing for "No Show" Episodes

		Time/task Sheets are Initialed/signed by the Client on Each Home Visit

		Client Hours Billed Accurately Reflect Client Hours Served

		Only CARE Authorized Tasks are Being Billed to the State

		Billings for Health Insurance Reimbursement are Accurate and Submitted in a Timely Manner

		Billings for Caregiver Training are Accurate and Submitted in a Timely Manner
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