Lanterman Regional Center

Quality Enhancement Guidelines for Agency Respite Services

Staff Hiring
1. We screen all prospective staff members, including requiring a TB screen and completion of a criminal background check.

Accountability

2. We maintain a record of contacts with families and clients.

3. We have a system in place to verify the direct service provider’s attendance at the client’s home.
4. We ask the primary caregiver to demonstrate for the respite worker any special assistance procedures the worker may need to perform in the caregiver’s absence.

5. We develop a written agreement with the client or family containing emergency contacts and arrangements for emergency care and ambulance transportation.

Reporting

6. The worker reports by phone or in person to his or her supervisor about any changes that may affect the client’s well being.

7. The worker maintains written records on each client visit, pertaining to tasks performed and changes in the client.

Program Evaluation

8. We ask families/clients at least annually to evaluate the services they receive, including the direct service provider’s reliability and dependability.  
9. We honor client/family requests for change in direct service provider.
10. We have a documented procedure to handle complaints from clients and families.

Staff Performance and Evaluation

11. We evaluate every person providing direct services on his or her performance at least annually.
Administrative policies

12. We have written guidelines for staff covering behavior, confidentiality and protection of information, health and safety requirements, complaint and grievance procedures, emergency procedures, and client rights.   All staff agree to these guidelines in writing.
13. We provide new clients and families with a summary of agency policies and guidelines that are of direct relevance to them.
14. We provide clients and families with the name and phone number of a primary contact person with whom they can speak if problems arise, if they have questions, etc.  

15. We provide staff and clients with contact information for urgent or emergent situations. 

16. We have a written disaster plan directing staff members what to do if a disaster strikes when they are in a client’s home.  We review this plan with all staff at least annually.

Relationships

17. Our personnel treat clients and families with courtesy, honesty, and respect.
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