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What You Must Know
This handbook is being provided to you because you have expressed an interest in directing 
your own care. 

Self-direction may sometimes be called Participant-direction, or Consumer-direction. 
These all refer to the same idea. You are the one who best knows your needs and how 
they should be met. So you, or someone you name to act on your behalf (your Authorized 
Representative), can be the one in charge of how your services are delivered. That is what 
self-direction is all about.

Overview of What is Required to Self-Direct your Care
This is a broad overview of key things that are required to direct your care. The rest 
of this handbook describes more important details. Please read this entire manual 
before deciding if this is right for you, and ask your Waiver Service Coordinator if you 
have any questions.

You may have Budget Authority and/or Employer Authority over certain services.

BUDGET AUTHORITY:
The option to have Budget Authority may only be available if your Waiver Service 
Coordinator and Care Manager have determined that you have a need for any of the 
following services; and this authority only applies to these services:

 » Choices Home Care Attendant service

 » Alternative Meals service

 » Pest control jobs, and maintenance/repair jobs furnished under the Home 
Maintenance and Chore service

 » Home modification

 » Home Medical Equipment and Supplemental Adaptive and Assistive devices service

• You will be able to schedule when services will be delivered.
• You will be able to set rates for these services.
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EMPLOYER AUTHORITY:
• The option to have Employer Authority may only be available if your Waiver Service 

Coordinator and Care Manager have determined that you have a need for either of the 
following services; and this authority only applies to these services:

 » Personal Care services provided by a Consumer-Directed Personal Care provider.

 » Choices Home Care Attendant services provided by a Consumer-Directed Individual 
provider.

• You will be able to schedule when services will be delivered.
• You will be able to set rates for these services.

• To have Employer Authority, you must be willing and able to perform the 
responsibilities of an employer or have an Authorized Representative to act on your 
behalf, which includes establishing an eMail account so you can access and use the 
on-line Financial Management Service (FMS) vendor’s timesheet approval system. If you 
are unable to establish an eMail account of your own, you may appoint a trusted friend or 
family member as your authorized representative who has eMail to help you set up your 
account with the FMS vendor an help you approve timesheets (however, this may not be 
your employee).

• You will need to identify a provider that you want to work for you.

• Provider Certification: Before the provider you identified may begin to provide services 
to you, he or she must have a Medicaid provider agreement. 

• You will carry out the responsibilities of an employer, such as, train, supervise, 
sign time sheets, problem-solve issues as they arise, provide feedback to your worker 
regarding his or her performance, and even fire your worker if necessary.

• You must make a back-up plan in case your worker calls in sick or has an emergency.

• You must work with the Financial Management Service who will pay your provider.

Two Kinds of Authorities for Directing Your Services
Self-directing services is only an option that is available if your Waiver Service Coordinator 
has determined that you are eligible for one or more of the services described above. 



If you have questions, please call Buckeye Health Plan at 1-866-549-8289, TTY: 711, Monday –  
Friday 8am-8pm. The call is free. For more information, visit mmp.buckeyehealthplan.com.  
A waiver services coordinator or a care manager can be contacted at any time at 1-866-549-8289.

?

— 5 —

Self-direction in the MyCare Ohio program includes Employer Authority and/or Budget 
Authority.

Employer Authority means that you will assume responsibilities of being your worker’s 
employer. You will be responsible to recruit, hire, train, direct, approve time worked and 
terminate that worker from providing care to you if necessary. 

Budget Authority means that, you will assume responsibility to establish a rate of pay with 
the service provider(s) within certain guidelines, and schedule when and how services are 
to be provided to you, within the budgeted amount established by you and your Waiver 
Service Coordinator and Care Manager. 

Your Care Manager will monitor the claims paid for services to help ensure that you are 
able to get the necessary services within your authorized budget that you and your Waiver 
Service Coordinator and Care Manager will establish together.

Some of the differences between an Agency being the employer and the Consumer being 
the employer are shown in the chart below:

Provider-Managed Self-Directed
Agency is the employer and is responsible 
for recruiting, hiring, training, and 
supervision of the direct service worker.

You are the employer and you are 
responsible for the recruiting, hiring, 
training, and supervision of the direct 
service worker.

Agency delivers service in accordance with 
MyCare Ohio Plan service authorization.

You establish the tasks and schedule for 
service delivery within the parameters of 
the services authorized by the MyCare 
Ohio Plan. 

Agency is responsible for approving time 
sheets, submitting claims to the MyCare 
Plan for payment.

You are responsible for approving time 
sheets and ensuring invoices get sent to 
the Financial Management Service for 
payment.



If you have questions, please call Buckeye Health Plan at 1-866-549-8289, TTY: 711, Monday –  
Friday 8am-8pm. The call is free. For more information, visit mmp.buckeyehealthplan.com.  
A waiver services coordinator or a care manager can be contacted at any time at 1-866-549-8289.

?

— 6 —

How will Self-Direction Work?

The Dignity of Risk 
Everyone takes risks. You must know that dignity of risk is a freedom you have that could 
create situations that could jeopardize your own well-being. You must understand that there 
may be consequences to taking risks, including medical or financial. Therefore, you must 
accept the responsibility of possibly making bad choices and being held accountable for a 
negative outcome. Your chosen provider also must have the opportunity to refuse to assist 
with any task that he or she may consider unsafe or risky, abusive, or neglectful by legal 
standards. 

When considering whether to self-direct your care, you must know your needs and 
strengths, what you are capable of, and how much time you have to deal with directing your 
own care. However, you will not be alone in this. Your Waiver Service Coordinator can assist 
you, if need be. 

There are positives and negatives of being the employer. It gives you more freedom and 
choice in choosing your worker, but also with this choice comes responsibility. The process 
of hiring someone on your own can be time-consuming and it may be difficult to find 
someone you can trust and depend on. If you go through an agency, the agency will handle 
the tasks of hiring, firing, and payroll but you may have less freedom in the choice of a 
worker, scheduling and more.

Assuming Employer Authority means that you will be responsible for recruiting, interviewing, 
hiring, training, supervising, and if needed, firing your own worker. The worker you hire 
may include friends, neighbors and certain family members. You may not hire a spouse, 
parent, or step-parent as your service provider.

When you are the employer, you must use a Financial Management Service entity (FMS) to 
work with your employee to help fulfill your responsibilities as an employer.

The FMS will handle the payroll, tax-related responsibilities, including writing the paychecks 
to your worker, paying the appropriate payroll taxes to the government, submitting IRS 
reports, and collecting the necessary paperwork. As an employer, you will be responsible 
for ensuring that all of your employee’s paperwork is completed and provided to the FMS as 
required by the FMS. You will also be obligated to sign your worker’s payroll timesheets to 
verify that your worker provided the services that you hired him/her to provide. You will only 
approve timesheets that accurately reflect that services were actually delivered to you. This 
gives you to ability to help prevent fraudulent billing and waste of your taxpayer dollars. Your 
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Waiver Service Coordinator can explain more about this.

How will I benefit from directing my services?
You will be in charge of your services. You will be able to choose the best times and manner 
in which to receive those services that fit your identified needs to include:

• If personal care services are part of your authorized service plan, you may choose your 
consumer-directed personal care provider.

• If Choices home care attendant services are part of your authorized service plan, you 
may choose your consumer-directed individual provider.

• You will choose where and when the services are provided.

• You will train and supervise your worker.

• If you have Budget Authority, you will create and manage your own spending plan within 
the authorized budget amount that you and your Waiver Service Coordinator establish for 
the services over which you have budget authority.

I’ve never directed my own support services. How will I know what to do?
Directing your services may involve learning new skills, such as managing employees, 
following regulations and controlling your expenditures. Your Waiver Service Coordinator will 
help you develop service plan and will be available to help you master the skills required. 

You or your authorized representative may contact your Waiver Service Coordinator at any 
time to pose questions or request additional information, or additional training as needed.

What abilities and skills will it take to self-direct my services?
The responsibilities of directing your worker requires certain abilities. As a part of 
this process, and, before you may self-direct your care, your willingness, strengths, 
weaknesses, and general ability to learn and carry out the expectations of an employer 
must first be considered. Your Waiver Service Coordinator will work with you to assess your 
ability to do the following:

• Understand methods for selecting, managing, and dismissing employees;

• Understand what service activities are allowed;

• Budget for service delivery;
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• Participate in the development, monitoring, and revision of the service plan, including 
reliable back-up plans;

• Negotiate rates for the provision of your choices home care attendant service with your 
consumer-directed individual provider;

• Understand provider requirements, including ensuring that criminal records check 
procedures are followed;

• Work with the Financial Management Service.

• Establish an eMail account so you can access and use the on-line FMS vendor’s 
timesheet approval system. If you are unable to establish an eMail account of your own, 
you may appoint a trusted friend or family member as your authorized representative 
who has eMail to help you set up your account with the FMS vendor an help you approve 
timesheets (however, this may not be your employee).

For some individuals, an Authorized Representative may be required. If you require an 
Authorized Representative and one cannot be found, or you do not want one, you will not be 
able to self-direct your services, but you can still receive the services you need through an 
Agency provider.

Advocating for Yourself
Advocacy is one the most important tools of self- direction. In order to effectively advocate 
for yourself, you must have or learn certain skills, such as, communication, problem solving, 
and monitoring the quality of your services. These skills work together. Communication is 
vital to solving problems and quality monitoring is directly linked to communication. The 
sections that follow will offer you some tips about how these might work. We’ll deal with 
quality monitoring a little later.

Even though you may be doing more for yourself than you have done before, it is important 
to remember that you are not alone. Your Waiver Service Coordinator is available to help 
you through the process of self-direction if you need help. The two of you should work 
together with the Care Team to make sure you are receiving the care you need.

Self-directing services may is not for everyone. If you try it and it is not something you wish 
to continue, you may voluntarily terminate participation in self-direction at any time by telling 
your Waiver Service Coordinator that you no longer want to self-direct your services.
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Authorized Representative
As mentioned earlier if you are unable or unwilling to manage and direct your services, you 
may choose someone to represent you. In some cases, your Waiver Service Coordinator 
and Care Manager may require that an Authorized Representative take on these 
responsibilities.

Having an Authorized Representative does not mean that you are not participating in self-
directed services. You are choosing to have, or directing someone you trust, to handle 
certain tasks, which means you are still directing how your services are to be provided. 

Not all participants want or need an Authorized Representative, but such a person can be 
very helpful and necessary. If you want or need an Authorized Representative, you should 
identify that person in consultation with your Waiver Service Coordinator.

If an Authorized Representative will be directing your care for you, it is required that they 
are present during all required self-direction trainings / orientations. Your Waiver Service 
Coordinator will tell you what trainings and orientations are required.

An Authorized Representative must meet all of the following:

• Be at least 18 years old.

• Show a strong personal commitment to you and have knowledge about your preferences.

• Be willing and able to fulfill all the identified roles on your behalf. This may include 
employer and budgetary duties.

• Agree to a face-to-face visit with you every pay period.

An Authorized Representative cannot:

• Be paid to be your authorized representative.

• Also be one of your paid workers.

• Be known to conduct illegal activities.

• Have a history of physical, mental or financial abuse of others.
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Identifying your Service Needs
Whether you are interested in having employer authority or just budget authority, it will be 
necessary to first identify what is most important to you. In addition to addressing your 
health and safety, what do you need to maximize your independence? An important thing to 
keep in mind is that any service paid using your MyCare Ohio budget must relate to needs 
identified in your service plan. Your Waiver Service Coordinator will help you put your vision 
into words and help you in setting a budget and rates of pay.

The following list is not all-inclusive, but gives you an idea of the tasks that Choices Home 
Care Attendant and Personal Care services include:

• Assisting with personal activities, such as eating, bathing, dressing, personal hygiene, 
grooming, etc. 

• Planning and preparing meals.

• General household assistance, such as, laundry, vacuuming, housecleaning, etc.

• Personal Care service can include help with handling personal affairs, and provide respite 
to your caregiver.

• Choices Home Care Attendant service can also help you with money management and 
correspondence as directed by you, as well as seasonal yard care.

Figuring Out What You Need and When You Need it
Be realistic about your needs, preferences and priorities. Here are a few questions to ask 
yourself:

• What do I need help with? 

• How many hours will my care take? 

• When do you need your provider to work?

• Are there duties, times or days that are non-negotiable?

• Have I considered the pros and cons of hiring a friend or family member? 

• What qualifications am I looking for? Do I want someone who has worked with persons 
with my needs, has had formal training, or would I rather hire someone with little or no 
experience whom I can train myself?

• What personal qualities or habits (timeliness, neatness, ability to communicate well etc.) 
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am I looking to find or to avoid?

• What are my priorities and how flexible can I be if I do not find exactly what I want? 

By answering these questions, you will have a more realistic idea of your needs, priorities 
and degree of flexibility. You will avoid setting yourself up for failure and bad experiences. 
And you will increase your chances of finding someone who meets your most important 
needs and who works well with you.

It will be helpful to think about the types of services that you need and what your 
preferences are. For example, if you need help with bathing and dressing, you may want to 
have your worker help you in the morning. If you just need someone to help you with things 
around the house, the time your worker comes may not matter and you could be more 
flexible with regard to scheduling. You may also want to think about condensing the hours of 
help that you need into some reasonable blocks of time.

When identifying tasks and needs, consider making a check list so you have something to 
work with when interviewing prospective workers. Make sure your list is in accordance with 
the Ohio Administrative Code (in the “Finding Providers” section of this handbook) so you 
are not asking your worker to do more than he or she is allowed. Samples of checklists are 
available through many disability related organizations or centers for independent living.

It is also important to identify what is negotiable and non-negotiable. For example: If you 
need to start your morning routine at 6 a.m. to be able to get to work or appointments at 9 
a.m., you should not hire someone who cannot get to your home until 8 a.m.. If you allow a 
provider to talk you into changing a task or time that should be non-negotiable you may be 
setting yourself up for failure or a potentially unsafe situation.

It will be a lot easier to find someone who can come for 1 or 2 hour blocks of time than it will 
be to find someone who can come for a half-hour here or there. 
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Scheduling and Budgeting
Now that you know what you need, you will need to figure out the schedule for having the 
services delivered, working within the budget that you and your Waiver Service Coordinator 
have established.

Scheduling 
Scheduling is simple if you have only one provider. If you have more than one, it becomes 
more complicated. You must balance your needs to have reliable, timely support with your 
providers’ needs for specific work hours. 

Who decides on the schedule? Ultimately, you do. Remember, that you and your provider 
must be concerned with the schedule. You will have a better relationship with your provider 
if he or she believes you have thought about their needs when putting the schedule 
together. 

Talk to your provider about the schedule as you are putting it together. As much as you can, 
include their input into the final schedule. Try as you might, you may not meet everyone’s 
scheduling needs. Here are some things to consider.

• Discuss the importance of respecting the schedule. It is important that you clearly 
talk with your provider about your expectations. Stress that everyone must respect the 
schedule.

• Get input from your provider as you prepare the schedule. Ultimately this schedule is 
designed to suit your needs; however, they may have positive suggestions that will make 
your life easier. Seek their input, and consider providing a draft for him or her review.

• If you cannot meet certain needs of the providers explain how and why you 
developed the schedule the way that you did. 

• Remember that the schedule may change. While items and tasks may be changed 
or added, try to remain consistent in your schedule format. This makes changes in 
scheduling easier to recognize.

• Decide on a process to follow regarding making changes to the schedule. There 
could be times when you or your providers need to change the schedule. Decide how 
much notice you need before changing the schedule, as well as how much notice you 
will give them when making a change. Of course, there are circumstances whereby little 
notice is able to be given, but usually people know when vacations or doctor visits are 
planned. In these cases, communicating known changes in schedules should happen as 
quickly as possible. If you must change the scheduled hours of a provider, be prepared to 
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have a “Plan B” in case the provider is unable to work the new hours. 

• Post your schedule in a place where all can see it. Be sure to have your schedule in a 
place that allows for everybody to check it.

• Tell your provider what to expect when they do not follow the schedule. Realizing 
that sometimes events are out of our control, it is important to discuss the expectations 
and consequences of being late, not providing appropriate notification of inability to work, 
etc.

Budgeting: Setting a pay rate
The amount of funding available for these services will be determined together by you 
and your Waiver Service Coordinator. Together, you must be sure that the services and 
spending amount achieve the following:

• Help you meet your functional, medical and/or social needs.

• Help you to reach the goals you may have set for yourself.

• Not be prohibited by federal and state laws and regulations.

• Ensure your health and welfare.

• Do one or more of the following:
 » Make it easier for you to do things that are hard because of limitations caused by your 

disability or health issues.

 » Increase your safety in your home environment.

You will need to think about how much you will pay your workers. You’ll need to consider 
whether you will offer to pay more for services to be provided during unusual working hours 
(e.g, early morning/late night/weekends), more difficult tasks, or on an emergency basis. 
Your workers are considered domestic service workers and therefore must be paid at least 
minimum wage, but also no higher than the established maximum rate allowable for the 
service. Your Waiver Service Coordinator can help you with figuring out appropriate rates.

Your Waiver Service Coordinator will help you estimate the costs of the services/items so 
that they can be prioritized within the budget you have available. You will include in your 
Service Plan, those supports/services you can get with resources other than MyCare Ohio 
dollars. This stretches your budget and provides you with a more comprehensive plan of 
what need to reach the goals you identified.
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Finding Providers
If you are assuming Employer Authority, you may already have someone in mind to 
be the worker that you wish to self-direct, such as a family member or friend. It will be 
necessary for that person to pass a criminal background check, and be certified by the Ohio 
Department of Aging, and obtain a Medicaid provider agreement with the Ohio Department 
of Medicaid. 

If you do not already have someone in mind, you can ask your Waiver Service Coordinator 
or Care Manager for a list of currently certified consumer-directed providers who are willing 
to work with additional consumers, or you can find a person on your own.

Recruiting Providers

Creating a Job Description
The first step in the hiring process is developing a job description. You already have some 
idea of the kinds of assistance that you need and of what you want and don’t want from 
working with your Waiver Service Coordinator during the service planning process. Now 
you just need to put that down on paper. This will help you later on when it comes time to 
develop the advertisement for the position. It is also good for clarifying exactly what you 
want and don’t want in a worker.

When developing your job description, you should think about the following:

• The tasks you will want your worker to perform that are authorized on your service plan 
(e.g. personal care, such as assistance with bathing and dressing, light housekeeping, 
cooking, laundry, shopping, transportation to medical appointments, etc.).

• The hours you will want him/her to work not to exceed the authorized amount on your 
service plan.

• Discuss about any special requirements, such as ability to lift “X” number of pounds, etc.

While not typically included in a job description, be prepared to address the following in the 
interview or initial contact:

• The pay you will offer.

• Acceptable and unacceptable behaviors (e.g., smoking in your house, eating your food, 
swearing, bringing children with them to work, etc.).

Keep in mind that the responsibilities of your worker and the tasks they may do are defined 
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in Ohio Administrative Code. The provider must meet the requirements of Chapter 173-39-
02 http://codes.ohio.gov/oac/173-39-02 of the Ohio Administrative Code and depending 
upon the service, the provider will furnish services under Chapter 173-39-02.4 http://codes.
ohio.gov/oac/173-39-02.4, or 173-39-02.11 http://codes.ohio.gov/oac/173-39-02.11 of the 
Ohio Administrative Code. You can ask your Waiver Service Coordinator for help, if needed.

Consult with your Waiver Service Coordinator to make sure you are not expecting the 
worker to do something that they are not certified to do and to ensure that they are doing 
everything that is needed in accordance with your service plan.

Advertising
The next step in the hiring process is getting people to apply for the job. You may already 
have someone in mind for this position. If not, you will need to advertise. First you must 
come up with an ad. The job description you developed should help you with this. Keep it 
brief and to the point, but make sure to include all the necessary information (type of job, 
hours, pay, and where you can be reached).

Before you decide to advertise publicly, on a bulletin board or in the newspaper, you may 
want to try one of the best ways to locate workers; word of mouth. Tell your family, friends, 
neighbors, or others that you trust that you are looking for some help at home. They might 
know of someone who is looking for work (Or they can at least keep you in mind if they hear 
about anybody). If you know of people who are already receiving help at home you might 
ask them if they are pleased with their workers and if their workers are looking for some 
additional hours or know of another potential worker. 

Here are two sample ads:

Aide needed to assist middle-aged woman. Duties include personal care, errands 
and cooking. Monday, Wednesday, and Friday Mornings. $10/hour.  

Will train. Driver’s license and insurance required. Call 777.777.7777 before 7 PM.

Worker needed to help older man.Duties include light housekeeping, and cooking 
2 afternoons a week, $9/hour. Previous experience preferred. 

Call 777.777.7777 before 7 PM.

(Check your local newspaper for other examples.)

Pointers:
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Be careful about the type of information you put in the ad. Do not include your address 
or mention that you live alone.

Consider setting up a new email address just for the purpose of receiving resumes.

If you do not feel safe using your own phone number, consider asking a trusted friend or 
family member to use their number. They can then relay the messages to you for call-
backs. They can even do initial information gathering for you if you wish.

If people have difficulty hearing or understanding your speech, consider faxing your ad, 
rather than phoning it in.

Newspaper want ads are usually alphabetized. Try starting your ad with a word or 
phrase that begins with the letter “A”, such as “Aide Wanted” or “Attendant Wanted”. 
This way your ad is one of the first to be listed.

If you run an ad in the General Announcements section and get little response, try 
putting it in another section, such as Medical, Social Services, or Domestic Help. There 
are no hard-and-fast rules about which section is most effective. It all depends on the 
type of person you are looking for and the area you live in.

Advertisement formats will vary according to where the ad is being placed. Remember 
the size and length of an ad may determine the cost of placement.

There are many ways to advertise for help. Some of these are listed below:

• Colleges and universities can be good sources. Students often need money and want 
to gain work experience. Many colleges provide employment services. Contact the career 
center about listing an ad. 

• Friends, family, neighbors, current workers, faith communities and area 
businesses may be good “word-of-mouth” resources. Let personal contacts know you 
are looking for a worker, but make it clear you will do the screening and hiring. 

• Agencies that help people find jobs may be good resources. This might include public 
and private job service centers and vocational rehabilitation offices. Ask them if they have 
a place where you can post your ads. 

• Church bulletins. You might consider contacting your place of worship or others in your 
area to see if they might be willing to run your ad in their weekly bulletin.

• Medical facilities, such as hospitals and clinics, may be good sources. Some of the 
staff may be interested in finding extra part-time work. Ask the personnel department. 
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• Local or city newspapers. Some newspapers will let you advertise for free while others 
may charge a fee. Smaller, local papers are likely to be less expensive to place an ad in 
than larger city papers. Consider listing your ad in the medical section. Also, listing your 
ad on weekends is a good idea because that is when most people tend to look at the 
want ads.

• Use bulletin boards to hang posters or index cards in high traffic areas. This approach 
seems to work quite well in small towns where people tend to know each other. High 
traffic areas might include supermarkets, drug stores, banks, laundromats, places of 
worship and community centers. 

• Electronic and Social Media are powerful tools to reach individuals quickly. Consider 
using your Facebook page and other types of social or electronic media to spread the 
word.

After posting an ad, be ready to respond to people who contact you. Have the job 
description or basic checklist of duties nearby or easily accessible. Have it memorized, if 
necessary. You may be able to arrange with a friend or organization to take applications and 
handle questions for you. However, if you decide to handle recruiting, respond quickly to 
people who have contacted you about the job. Good workers may not wait around long.

The Hiring Process 
Now that you have identified several people who sound absolutely wonderful, what do you 
do? At this point, you have the option of scheduling a face-to-face interview or conducting 
an initial phone interview. In either case, have a list of questions ready. 

You should prepare a basic description of duties that can be read over the phone or 
provided in person. Descriptions of your care needs should be written in words that can 
easily be understood. When describing job duties, use specific action verbs, such as, 
bathe, clean, lift, transfer. Be realistic about the qualifications you need in your providers. 
For example, if they need to be able to lift 80 pounds in order to transfer you safely, do not 
accept anyone who cannot. 

Interviewing:
Hiring Practices/Illegal Questions
It is illegal to ask applicants questions about their age, marital status, children, health, 
religious beliefs, or sexual orientation. It is also illegal to discriminate against people in hiring 
and determining wages because of their race, color, ethnic status/national origin, gender, 
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age, disability, or pregnancy.

* According to the Equal Employment Opportunity Commission and the Americans with 
Disabilities Act, questions about religious beliefs, gender, race or ethnicity, national origin, 
health, disabilities, sexual orientation, veteran status and age are considered discriminatory. 

Certain questions may be considered discriminatory if they are asked prior to selecting 
someone for employment, even if that is not the intent. However, some questions involve 
issues that are valid concerns in looking for your workers. The best way to handle these 
issues, is to identify and state clearly from the beginning any specific requirements of the job 
that involve these topics. For example, if you are female and your workers will be assisting 
you with bathing or toileting, you may want to have female workers. Simply specify from the 
beginning that you are looking for female workers and why. Some sample questions that 
you may and may not ask can be found in Appendix A – Interviewing Basics.

Using Phone Interviews to Pre-Screen
Phone interviews are wonderful tools because they allow you to pre-screen people and 
save lots of time. A percentage of your callers will have a problem with some part of the job 
(the hours are too long, too short, too early, too late; the pay is too low; they do or do not 
want taxes withheld, etc.).

Whatever you do, do not let the caller talk you into any changes that are unsafe or do not 
meet your needs. 

During the screening process, eliminate people who are not appropriate or who do not 
meet your needs. As you talk with the people who sound like good candidates, schedule an 
interview. 

Keep in mind that you do not have to interview or take an application from everyone. “Is this 
someone who sounds like he or she can work with me?” and “Is this someone I would get 
along with?” Screening will save time and effort for you and everyone else. 

Face-to-Face Interviews 
The face-to-face interview is an opportunity for you and your potential providers to get to 
know each other. Take time to plan your interview, which means planning the questions you 
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will ask. Interviews should be face-to-face meetings. Remember, the interview is the time 
when you and the applicant see if the situation will work for both of you.

Keep in mind: About half the people with whom you set up interviews will not actually show 
up for the interview. Don’t worry; this is pretty common. Just keep looking until you find the 
right person.

Before you do your first interview, decide where and how it will happen. If you do not want 
strangers coming into your home, consider doing the interview in a public place, such as 
a restaurant or at the offices of an organization, if the organization agrees. If you hold an 
interview at your home, for safety reasons, consider having a friend or family member there 
as well even if they are in a different room. Most importantly, hold the interview when and 
where you are least likely to be interrupted. 

Ask the person you will be interviewing to bring a picture ID to the interview, such as a 
driver’s license or passport. Give all applicants clear directions to your meeting site and 
mention anything else you want them to bring, such as references and proof of insurance. 
Be sure to keep each applicant’s name and phone number in case you need to change the 
time or place. 

Plan your interview questions. Use questions that will reveal abilities, skills and character. 
Once you have an idea of the questions you want to ask, write them down on paper (or 
computer), if possible. Suggestion: Ask questions where they will have to give full answers 
rather than answering “yes” or “no”. It is also helpful to have them give examples, such as, 
“give me an example of how you handled a frustrating situation”.

During the interview, get work references. Afterward, check them. You should not make a 
decision without obtaining input from others who have known the applicant longer or in a 
different capacity. Do not accept references that are friends and family members.

Again, more on interviewing can be found in Appendix A – Interviewing Basics.

It is also polite to let your applicants know when you will be reaching your decision.

Next Steps When You Find Someone You Want as Your Provider
You must let your Waiver Service Coordinator know when you have selected a worker.
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Before he or she may begin providing services, it must be verified that your worker is a 
certified provider with a Medicaid provider agreement. Your Waiver Service Coordinator 
can help find out whether or not the provider you identified already has one. If the person 
you’ve selected is not already certified or approved, he or she will have to apply to the Ohio 
Department of Aging. To apply, the applicant must visit https://aging.ohio.gov/wps/portal/
gov/aging/agencies-and-service-providers/certification/ Contact information can be found 
on this site if there are any questions about this process.

Once the Department of Aging certifies the provider, he or she will then be able to establish 
the Medicaid provider agreement with the Ohio Department of Medicaid.

The Medicaid application process for consumer-directed providers includes a criminal 
background check, checks against certain databases, and application to the Ohio 
Department of Aging.

Criminal Background Checks
State of Ohio has laws stating that any person providing direct care to a child or a vulnerable 
adult must be fingerprinted and checked through the Bureau of Criminal Identification and 
Investigation (BCII) to see if they have a criminal record. People with certain convictions on 
their records are not permitted to provide services to vulnerable adults.  It involves having 
the person fingerprinted and then sending those fingerprints to an agency that will check 
their history for any criminal activity. If your prospective worker has not lived in the State of 
Ohio for the past five years, they must also have an FBI check. This is also processed by 
the BCII.

For your protection, this requirement applies to any consumer-directed personal 
care provider or consumer-directed individual provider you wish to employ, 

including family members and friends. It’s the law!

If your potential provider is already certified by the Ohio Department of Aging and has a 
Medicaid provider agreement, then the criminal background checks will have already been 
conducted.

If your potential worker is not currently a certified provider, then you will need to ensure the 
following procedures will need to be completed.

Fingerprinting and Database Checks
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The first step to the BCII check is to have your worker make arrangements to go to one of 
the Webcheck sites to get his or her fingerprints. The worker may want to call ahead of time 
to make sure that a technician will be available to do the procedure.

It will be up to you to inform each applicant of the following at the time of initial application 
for employment:

• As the employer, you are required to ensure that a review of required databases 
(identified in Ohio Administrative Code 173-39-9) on the applicant is conducted to 
determine if you are prohibited from employing or continue to employ the applicant in this 
direct-care position.

• That, if you employ the applicant, as a condition of continued employment, you shall 
conduct the free database reviews to determine if you are prohibited from employing the 
applicant in this direct-care position, and that 

• As the employer, you are required to ensure that the criminal records check is conducted 
to determine if you are prohibited from employing the applicant in this direct-care position.

• That the applicant is required to provide a set of the fingerprint impressions as part of a 
criminal records check.

• If the review of the databases listed discloses disqualifying information about an applicant 
or employee, you will inform the applicant or employee of the disqualifying information.

As part of the certification process, the Ohio Department of Aging will need the results of the 
BCII check as part of the application process to certify your worker as a Medicaid waiver 
provider.

There is a fee that may range from around $30.00 to about $70.00 for the Webcheck 
service. Some local police departments, county justice centers and community agencies will 
conduct background checks for a small fee.

It is up to you to decide if this is something you or your worker will pay for, and you will need 
to inform the applicant right up front. You can ask your Waiver Service Coordinator if you 
have questions or need any assistance.

FMS (Financial Management System) Forms and Provider Application
Once you have determined that you have found a provider, please caution your chosen 
provider that he or she may not begin providing services to you and will not be reimbursed 
(receive payment) until he or she has received a Medicaid provider number, is authorized on 
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your Service Plan as your provider, and all the necessary paperwork has been completed 
as required by the FMS. Certification time can vary on a case-by-case basis. Your provider 
can work with the Ohio Department of Aging to gauge how long it will take.

After your worker has been certified and had a Medicaid provider agreement, as an 
employer, you will need to complete several forms, and ensure that your worker has 
completed forms that will be provided to you by the FMS. Your provider will also need 
to register and use the FMS vendor’s on-line timesheet system. The vendor will provide 
information on how to register.

You will also need to establish an eMail account so you can access and use the on-line 
FMS vendor’s timesheet approval system. If you are unable to establish an eMail account 
of your own, you may appoint a trusted friend or family member as your authorized 
representative who has eMail to help you set up your account with the FMS vendor an help 
you approve timesheets (however, this may not be your employee
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Orienting and Training Your Providers 

Importance of Orienting and Training 
Do not skimp on initial and follow-up training! This is an important step and basic training is 
required for participation on a waiver program. Training will be ongoing until all tasks and 
routines have been learned, or as needs change.

It may seem awkward to train someone to assist you, but you will have an easier time if you 
have a good understanding of what you need and how you want to have it done (how you 
want your bed made, where your cleaning equipment is stored, your bathing routines, etc.). 
You should also be open to any suggestions or new ideas that your worker may have.

What other training should workers receive?
As previously mentioned all providers must be certified and meet the program requirements 
to provide services under this Waiver. However, it is just as important that you train your 
worker about specifics that relate uniquely to you, such as the following areas as they relate 
specifically to you:

• Orientation to your home.

• Emergency/safety procedures (including important phone numbers—police, fire, 
ambulance, hospital, doctor, poison control, and the person you want to be contacted if 
there is an emergency with you).

• Medication lists, if applicable (including the names of medications you take, dosage, 
times of day when taken, reasons taken and any special requirements).

• Your regular daily routines.

• Other “house rules” (don’t let the cat out, etc.).

These are just some general guidelines to get you started. You may have some other areas 
in which you feel your worker needs some training. Feel free to add to your worker’s training 
as you see fit.

It is helpful to start training a new provider when there are no time constraints. Expect new 
providers to be nervous and everything to take longer than usual. Be patient while they are 
learning your routines, likes, and dislikes. Encourage questions and reassure them when 
they forget or make mistakes. Sometimes a written checklist helps. 

The training process can be mentally and physically exhausting. It can also be a lot of fun as 
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you get to know this new person in your life. You should notice improvements from one day 
to the next as you develop your working relationship. 

If you notice your provider has a problem learning a particular task, skill, or sequence of 
tasks, try breaking it down into smaller steps. Once he or she has mastered one step, you 
can begin adding others. Have patience and keep your sense of humor! 

Practical steps/hints for training and orientation include the following:
• Schedule a time to formally orient and train your new provider. This gives you the 

opportunity to discuss your expectations and clearly explain job duties.

• Even if your new provider has experience, your situation is unique and different. Set a 
tone during orientation and training that you are the supervisor. Training a provider might 
be completely new for you. Your Waiver Service Coordinator may be able to provide 
some helpful advice.

• Sometimes it helps to have another person with you as you train on certain tasks. For 
example: consider someone who knows your routine to be available when you are 
training the new staff on transfer techniques. The extra person will be able watch for 
correct body mechanics, etc.

Even though you may have discussed some of this information at the interview, orientation 
of a new provider should include:

1. Tour of the house showing where supplies and equipment are kept.

1. Information about your needs. Discuss your disability and any specific aspects about 
your disability that your provider should know (e.g., you get more fatigued as the day 
goes on, you are sensitive to cold, etc.)

1. Do you have days on which you can do more for yourself than other days?

1. If you have extensive care needs, you may want to take more than one day to 
demonstrate duties. Pay close attention to safety issues such as body mechanics 
when lifting or transferring and using gloves for personal care involving body fluids. 
Do not fudge on safety issues because you are desperate for help. If you do not know 
about proper techniques, you should have another person with you who does know 
and can help you train your worker. You can ask your Waiver Service Coordinator to 
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help you find someone if needed.

1. Safety and Security. Again, for the following items, if you do not know about proper 
techniques and guidelines, you should have another person with you who does know 
and can help you train your worker. You can ask your Waiver Service Coordinator to 
help you find someone if needed:

 » Lifts and Transfers. Review safe procedures for completing lifts and transfers. Due 
to the high risk of injury, if your provider is required to lift or transfer you, be sure 
that proper lifting procedures and/or equipment are used.

 » Reinforce safety guidelines for any disability-related equipment the provider will be 
expected to use.

 » Reinforce safety guidelines for any household appliances or equipment the 
provider will be expected to use.

 » Discuss your emergency plans with your provider.

 » How will your provider get in and out of your home? If you are not able to open the 
door, you will need to set up a procedure so that the provider can get in.

 » Universal Precautions: Universal precautions are health practices that workers 
should use in and out of the home to prevent the spread of disease from person to 
person. Most people are free of blood borne infections and are not infectious, but 
these precautions are important to protect everyone’s health all workers from that 
one exposure that just might be infectious. Some important areas include the use 
of gloves, hand-washing, proper disposal of disposable items that are not sharp, 
proper disposal of non-disposable items that may not be thrown away, how to 
handle spills.

 » If your provider is ill (contagious) but feels he or she is able to work, do you want 
him or her to come in or stay at home rather than expose you to the virus?

1. Expectations - Review the following topics:

 » Routines. Your daily, weekly and monthly routines.

 » Understanding of self-directed care and what that means in this business 
relationship.

 » Confidentiality. What you say and do in your home is your business. Be specific. 
Some people think if they are not saying something bad about you it is not a 
violation of confidentiality. Remind the provider that it is not only disrespectful, but 
that violating confidentiality can be grounds for termination.

 » Importance of being on time.
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 » Importance of asking questions rather than assuming.

 » Notice of time off. What are your expectations?

 » Mutual respect. Let your providers know the kind of behavior you expect and the 
kind of behavior they can expect in return.

Discuss the boundaries, rights and responsibilities for both you and the provider. 
Some examples of this include the following:

• Should your provider knock on your door before entering or just walk in when he or 
she arrives for work?

• If you are making a personal phone call, do you want the provider to leave the 
room?

Thinking about these kinds of boundary issues and planning for them will help you 
avoid problems in the future. As a supervisor you should also be aware of how 
your interactions with your provider may be perceived. Any behavior that could be 
perceived as harassment or abuse could create legal problems for you.

1. Review the schedule and time sheet and other reporting and documentation 
requirements.

1. If possible, introduce your new provider to other providers as well as others living in 
the household.
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Directing Your Provider

Personal Boundaries and Staff Relationships
The nature of providing personal care often blurs the lines between you as the supervisor 
and the provider as your employee. Your provider will be involved with many private and 
sensitive aspects of your life. The provider, in some instances, is more familiar with the 
intimacies of your life than some of your closest friends. 

The longer a provider works for you, the more likely a friendship will develop. Because self-
direction defines your role as supervisor, that part of the relationship must be maintained, 
even if you develop a friendship with your provider. There can be problems if you allow a 
friendship to interfere with your ability to make good decisions for yourself. If the provider 
comes to work late, leaves early, or does not complete tasks the way you want them, will 
you have trouble correcting these behaviors if the provider is a good friend? You will need to 
decide whether you can be a boss and a friend to the same person.

Defining expectations
Your expectations include your hopes and requirements for what you want from your worker. 
Expectations are two-sided. You have them for your worker, and your worker will have them 
for you. In order for the relationship to work well, you need to be clear about what you want 
and expect from each other right from the start. Both sets of expectations are important to 
the relationship. You will probably need to negotiate and compromise with each other to 
make sure your expectations are as close to one another’s as possible.

Some of your expectations are non-negotiable. For example, you may need your worker 
to do your grocery shopping. That is not negotiable. However, there are some things that 
you may need to be flexible about. Your worker may not be able to do your shopping at 
the specific time you have want him/her to do it. But between the two of you, you can 
compromise about when he/she can do the shopping. Compromise is very important to the 
success of your relationship with your worker. But you also must know for yourself what 
your priorities are and what is non-negotiable.

You should talk openly with your worker about the type of help that you need. This 
discussion should occur up front, and you will also probably revisit this issue from time to 
time. Being completely open up front will prevent many problems from occurring in the first 
place.
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Supervising Your Worker
You can expect a period of adjustment as you and your worker get used to each other. 
Both you and your worker have your own personalities and your own ways of doing things. 
You will probably need to negotiate with him/her to figure out the best way to get the job 
done. And keep in mind...nobody’s perfect! Both of you are likely to make mistakes in the 
beginning, so be patient with each other and keep the lines of communication open!

There are some things that you can do to make this adjustment period a little easier. 

Here are some tips for working with your employee:

Be reasonable in your expectations. Your worker may be working for multiple people or 
have family responsibilities that compete for their time. Therefore staying late or coming 
early on some days may be impossible, especially with little or no notice. Even if you 
hire someone on your own, working out the tasks that he/she will do may require some 
negotiation. Your worker may not be able to do everything you want in one day, so be fair 
and realistic about what you expect.

Make sure the job duties are clear. Your workers’ job duties need to be clearly outlined. 
One of the top reasons that workers give for quitting their jobs is an incomplete or changing 
job description. No one likes surprises when it comes to their job duties! It is unfair to 
get upset with someone about things they were supposed to do when they haven’t been 
informed of those duties. So, be up front with your worker about what you expect and do not 
expect.

Do Your Part Too. The relationship between you and your worker is a two way street. You 
expect your worker to do his/her job. In turn, he/she has a right to expect you to do your part 
too. This includes things like: keeping to the hours and the duties that you both agreed to, 
signing timesheets on time so that your worker gets paid on schedule, and giving proper 
notice if your situation or needs change and/or you no longer need your worker.

Be flexible, but don’t let anyone take advantage of you. Compromise is an important 
part of any relationship, even the employer-employee relationship between you and your 
worker. But you need to be able to strike a balance. If your worker has a problem or a 
concern, listen carefully. Be flexible and try to negotiate. But know your limits - don’t let him/
her take advantage of you.

Treat your worker with respect! Maintain a good relationship with your worker for a longer 
period of time. If you expect your worker to treat you with respect, then they deserve nothing 
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less from you. This includes listening to your worker if he or she has suggestions or different 
ideas about how to do things. Though they work for you, keep in mind that your worker may 
be key to continued independence. At times, home care work can be frustrating and difficult, 
and there is a great deal of burnout among workers. By treating your worker with respect 
and keeping the lines of communication open, you can help to maintain the relationship with 
your worker, for a longer period of time. 

Supervising an employee is more than just telling your worker what to do and what not to 
do. It’s a process that involves give and take on both of your parts. As an employer, you 
need to try to help your worker perform his or her job to the best of their abilities. 

Good supervision benefits both of you. Your worker has a clear understanding of what 
needs to be done, and how, and you get things done the way you like.

Being a Good Supervisor 

Be aware of potential problems. Beware of things that should send up red flags about 
your workers’ performance. These may include: work not completed, repeatedly arriving late 
or leaving early without checking with you first. If you are the Authorized Representative, 
complaints from the person receiving care can be another sign of problems. These and 
other problems may suggest that you ought to meet with your worker.

Give prompt feedback in a positive and constructive way. All of us make mistakes 
at one time or another. You and your worker are no exception to that. When a mistake 
happens, prompt, constructive feedback can help to resolve the situation. Avoid making the 
issue personal. Saying, “This is how I like my bed made,” rather than “You can’t do anything 
right” is an example of a positive, constructive approach.

When reviewing problems with your worker, you should

• Explain the problem behavior.

• Describe the change that’s needed.

• Offer suggestions for improvement. You can also ask your worker for suggestions in 
problem solving the issue.

A kind word can go a long way. When you are pleased with how your worker has done 
something, let them know. As with correcting your worker, it is helpful to describe the 
behavior that you liked. For example, “I liked the way you cooked the chicken today. It 
tasted delicious!” or “Thanks for cleaning the bathroom this afternoon. It really sparkles!” 
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Even a simple “Good job” can go a long way in making your worker feel appreciated.

Have regular meetings. Even if you think everything is going reasonably well, it is a good 
idea to meet with your worker, regularly, to discuss how things are going. Try doing this 
once or twice a month (maybe more often when your worker first starts on the job). These 
meetings will give you both a chance to discuss how things are working and offer you both 
the opportunity to talk about any problems that might have come up.

Documentation: Record Keeping
You will need to sign your workers’ time sheets to verify that he or she worked the hours 
reported on the time sheet. Some people use a clipboard that providers sign in and out on, 
so that they can then verify the hours when signing the time sheet. Others use a calendar 
for tracking this information. Samples of record keeping systems are available on the 
Internet or from local Centers for Independent Living. Find a system that works for you. Do 
not sign off for hours not worked. 

When it comes to monitoring the quality of your services, you should always put things 
down in writing. This gives you documentation of how things are going and is a good record 
to have in case you and your workers have any problems down the road.

There are a couple of different ways of doing this. You could keep a worker log that shows 
what tasks were done each time the person was there. This may be a good place to write 
down how things went that day. For example, if your worker did the floors particularly well, 
you might write, “floors looked wonderful.”

Another option is to keep a journal, or an ongoing record of how your services are going, 
noting any problems or conflicts that arise, etc. This gives you something to refer back to 
when discussing your services with your worker or Waiver Service Coordinator. You can do 
this by writing it down in a journal, or by audio taping it. While this is more time-intensive, it 
will provide an accurate view of how service delivery is going.

Consider keeping all such documentation in a locked file cabinet or drawer to maintain 
confidentiality. 

Be certain to keep all written correspondence to and from your provider, evaluations of your 
provider, and their contact information. If you have trouble setting up a system that works for 
you, talk with your Waiver Service Coordinator who may be able to help you or link you to 
other resources that can help.
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Communication Skills
Communication is more than simply talking to another person. It involves the exchange 
of ideas, information, thoughts, opinions, and expectations, and is done in many ways: 
verbally, nonverbally, in writing, or through signs. Communication is an important and 
powerful skill, and it is the basis of any type of relationship – including your relationship 
with your provider. Many times when a problem arises in a relationship, it involves a 
miscommunication or lack of communication.

Communication involves being open and honest from the beginning of your relationship with 
your provider. But remember that while it involves your personal life, your relationship with 
your provider is based on business, and you must treat it as such. He or she is there to do a 
job for you.

Effective communication also means being non-judgmental. This means accepting and 
respecting people for who they are. You and your providers are different people, and you 
should not judge or make assumptions about each other based on those differences. Most 
importantly, you must treat your providers with respect, and likewise, they must treat you 
with respect. Your relationship is a two-way street – you are both giving and receiving.

Be aware of cultural differences between you and your provider. There is a good chance 
that you and your provider may have different backgrounds. Behaviors and communication 
styles that are acceptable in one culture many not be acceptable in another. If a behavior 
seems strange or different to you, do not assume it is because your provider is doing 
something wrong. It may just be a cultural difference. Try to explore differences with your 
provider when appropriate. 

Non-verbal Communication
It is also important to remember the effects of non-verbal communication. Non-verbal 
communication means the things that you don’t say. The tone of your voice, the expression 
on your face, the volume of your speech, and eye contact will all communicate messages to 
your worker. For example, if you are a normally talkative person, and you become extremely 
quiet, this communicates to your worker that something might be wrong. Your worker may 
assume that you are angry with him/her. 

This may or may not be true. You may be less talkative for any number of reasons. The 
important thing to remember is that problems arise when assumptions are made regarding 
what the issue is. If you don’t talk about it, and confront the issues, then the problem grows 
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and becomes more difficult to solve.

Feedback
Another important aspect of communication is feedback. Feedback about performance 
should be specific, timely, meaningful and constructive. Talk with and treat your providers as 
you would like to be treated. Do not talk negatively about other providers. 

Be clear about responsibilities and be respectful when giving direction and feedback. “You 
are a lousy provider,” is unlikely to change anybody’s behavior. A specific statement like, “I 
need you to follow the procedure you were shown at training when you are doing a transfer. 
Otherwise, I am afraid you will drop me,” lets the provider know how you want things done 
and why.

Positive feedback should be specific. A statement like, “You’re a great provider,” might make 
your provider feel good, but doesn’t give him or her any information about what part of the 
job performance you are pleased about. “I appreciate the fact that you are always on time, 
and that you pay attention to detail,” provides better feedback.

Feedback is a type of follow-up. It is important to bring up issues as they arise, whether they 
are positive or negative. If your worker does a good job, giving compliments and pointing 
out exactly what he/she did well accomplishes two things:

• It conveys appreciation to your workers, which will make them feel good about 
themselves and the work that they do for you. It sends a message that you are 
paying attention to the work they are doing or to what they are telling you.

• It helps to ensure that the worker will continue to perform those tasks in the same 
way.

Feedback also plays a significant role when services are not going exactly the way you 
want them to. For example, if your worker doesn’t separate your laundry appropriately, it 
is extremely important that you communication this to him/her. But remember to do it in 
a way that is not disrespectful or offensive. If this information has not been discussed or 
written down beforehand, tell your worker what was done right; what you would like to see 
changed; and how you would like to see it changed.

You can help prevent problems from building up by bringing up issues as they arise, 
whether they are positive or negative. Remember, your goal should always be to get the 
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services you need, the way you would like them.

What communication is not...
It is also important to realize what effective communication is not. It is not yelling when you 
are upset, or if your worker did not do something right. It is also not placing blame on others. 
This does not solve anything, and leads to defensiveness, and then more blaming. Once 
again, your goal is to get the services you need, the way you would like them!

See Appendix B for Techniques for Good Communicating.
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Problem Solving and Conflict Resolution 
When problems arise, you will have to find a way to effectively resolve them. Here are some 
steps to help you.

1. Define the Problem
This seems simple enough, but everyone might not agree that there is a problem. It may be 
a problem for you that your provider uses his or her cell phone when she or he is working, 
but it may not seem like a problem to your provider because she or he is not using your 
phone.

While this may seem like an easy step, when you have more than one person involved, you 
are likely to have more than one thought on exactly what the problem is. Start with figuring 
out Who owns the problem? By that we mean, whose problem is it to solve?

Examples:

• A broken wheelchair is your problem, but your provider and/or family could help you solve 
the problem.

• A provider who bothers you by talking too much is your problem, unless that behavior will 
lead to the provider losing his or her job. Then the problem belongs to both of you.

• A provider who has lost her child care and can’t make other arrangements for a week. 
The problem belongs to both of you.

Include everyone involved in the situation.
For the most part, this will be you (or your Authorized Representative, if you have one) 
and your worker. There may be times when other people (such as your Waiver Service 
Coordinator or a family member) may also need to be a part of the process. Everyone 
needs to discuss his/her ideas of what the problem is, and come to an agreement on a 
single problem to work on. 

Confronting the problem should focus on how the issue affects you. “You do a great job 
getting me ready for the day.” “I am disappointed when you are late because it causes me 
to be late for my appointments. We need to find ways that we can come up with a workable 
solution so I am not late.” 

It is important to remember that, no matter what, your worker is there to do a job for you and 
are being paid to do the job. Often people don’t like to discuss problems with their workers, 
because they are afraid that their workers might quit. However, many times these are 



If you have questions, please call Buckeye Health Plan at 1-866-549-8289, TTY: 711, Monday –  
Friday 8am-8pm. The call is free. For more information, visit mmp.buckeyehealthplan.com.  
A waiver services coordinator or a care manager can be contacted at any time at 1-866-549-8289.

?

— 35 —

minor problems, which can easily be fixed if you talk to your provider and give immediate 
feedback about the issue to explain how it is affecting you. Your worker won’t have any way 
of knowing that he/she is doing something that you don’t like or are uncomfortable with, 
unless you tell them. Even if your worker is having problems in his/her personal life, and you 
feel badly about having to discuss their poor work performance, you still need to have the 
discussion. It is better to resolve these problems sooner rather than later. You may find that 
your worker is aware there are issues and may feel relieved to talk about what is going on. 
From there, the two of you can work out a plan to remedy the situation.

2. Find a Solution
The next thing to do is to look for solutions. Talk about all the different ways the issue could 
be resolved. It is important that each person suggests solutions or things to try.

Everyone involved should discuss the positives and negatives of each solution generated. 
Writing out a list of the pros and cons helps in the evaluation process. Write down every 
solution without evaluating it or criticizing it at this point, no matter how far-fetched it may 
seem. 

Decide on the solution that will best solve the problem.

3. Make a plan
Based on which solutions you decide to try, plan with your workers how you will go about 
doing it. Write it down so you have something to refer back to.  Consider having a Plan “A” 
and Plan “B”.

4. Put your plan into action
Decide how you will try out your plan, when you will start, and how long you will try it out.

5. Finally, you need to figure out if it is working
Evaluate your plan with your workers and decide if this has taken care of the problem or if 
more work needs to be done.
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Monitoring Your Provider

Quality Monitoring
How do you know when you are getting good quality service? It seems like a simple 
question, but quality is sometimes difficult to determine. Quality monitoring describes the 
process by which you determine how things are going - that is, are your services being 
provided in the way you want them to be provided? Are tasks being done well?

You will play a very important role in making sure that you receive quality services. You 
are the one who can best answer the question of whether you are receiving the services 
you want in the way that you want. Your Waiver Service Coordinator, Care Manager, and 
other personnel are an important part of the quality monitoring process. They can help you 
with your worker and/or with agencies to make sure you get quality service and that your 
problems or concerns get resolved. Most importantly, you are obviously concerned about 
getting the services that you need and receiving them in the manner in which you would 
prefer. 

What is involved in “monitoring quality?”
The first part of quality monitoring goes back to defining tasks, expectations and setting 
priorities. Working with the identified expectations, tasks and priorities, quality monitoring is 
asking what you like about how your services are being provided, what you don’t like and 
maybe how your services might be improved. 

Evaluating your worker
As you can guess, another critical part of monitoring your services has to do with evaluating 
your worker. As you may already know, a crucial part of any employer employee relationship 
is figuring out how things are going. Is your worker performing well on the job? On the flip 
side, are there things you, as the employer, can do to make his/her job go more smoothly?

Your worker may be a family member or you may have a close personal friendship with your 
worker. This relationship can make it hard to evaluate his/her performance objectively and 
act like a “boss.”

Some questions you may want to keep in mind when monitoring the quality of your services 
or evaluating how things are going is listed below. This list is a complete list, and there may 
be other items that are important to you as well.

• Is your worker on time?
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• Does your worker show up every time as scheduled?

• Does your worker call you, in advance, if he/she is unable to come?

• Is the work being done the way you ask?

• Do you have to instruct your worker constantly?

• Are you being treated with respect?

Sometimes you may find that problems arise, with your services that you and your worker 
cannot resolve. When this occurs, be sure you double-check the following:

• Have you documented your expectations clearly?

• Have you communicated your expectations with your worker?

• Have you consistently monitored your worker’s performance?

• Have you provided appropriate feedback to your worker?

• Have you attempted to negotiate and compromise when possible?

Performance Management:  
It is a good idea to sit down with your workers periodically to discuss how things are going 
and to work on any issues that may arise. Even if everything is going well, it’s still worthwhile 
to have regular meetings. You know how you take your car in periodically for preventive 
maintenance such as oil changes and tune-ups? Even though you may not be having any 
problems with your car, you still do it to keep your car in good working order and so that 
you can avoid future problems and break-downs. Think of these meetings as “preventative 
maintenance” for your relationship with your workers. 

The meetings will keep things running smoothly and hopefully prevent problems further 
down the road!

Hint: Consider keeping a file or journal on each worker which contains notes about positive 
things they are doing as well as issues encountered and/or addressed. This gives you 
something to refer back to when discussing your services. If you have difficulty writing or 
typing you can also audio tape your notes. While this is more time-intensive, it will provide 
an accurate view of how service delivery is going.

When you sit down to review services with your worker, it is a good idea to have the 
services that your worker is providing written down as well as the worker’s file with you. 
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Giving good feedback to your employee is an important part of any evaluation. During the 
meeting, topics to discuss include:

1. Job Knowledge. Does your provider knowledgeable on tasks and safety issues 
involved in the assigned duties? Do they understand how to bill for services and know 
what kind of documentation they need to keep? 

2. Job Skills. Does your provider have the skills to perform all aspects of the job? 

3. Time Management. Does your provider get to work on time, have good attendance, 
not take unnecessary breaks, and not conduct personal business at work, etc.?

4.  Ethics and Integrity. Does your provider demonstrate honesty, integrity, 
confidentiality, and respect towards your role as supervisor? 

5. Communication. Does your provider communicate clearly, follow instructions, and 
not use language that you find offensive?

6. Commitment. Does your provider show commitment to providing services in a 
professional manner and accept responsibility when you provide feedback? 

7. Flexibility. Is your provider willing and able to learn new ways of doing things as you 
need and prefer them to be done?

Remember to write down what you discussed and the outcome of your discussions. 
You may decide how frequently you would like to have these meetings, but it will probably 
be more helpful to have them more often in the beginning of your relationship. Consider 
having both you and your worker sign any performance review paperwork, with copies to 
both parties.

If you have done all of the above and the situation hasn’t improved, you may want to call in 
another party. This may be your Waiver Service Coordinator, Care Manager, or someone 
that you believe can help you mediate your conflict. The Waiver Service Coordinator will 
routinely check in with you, anyway, to see how things are going. This is a good time to 
report any persistent problems with your workers or to report any changes with regard to 
your worker.
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Dismissing (Firing) Your Provider
Unfortunately, you may need to fire workers because you are dissatisfied with their 
performance. It is certainly a difficult thing to do, especially if you and your worker have 
gotten to know each other or if your worker is a friend or family member. But sometimes 
working relationships don’t work out, even between friends or family members. No matter 
what the relationship is, the worker is there to provide your services. If you are dissatisfied 
with the work that they are doing, then it may be necessary to terminate their employment.

It is important to be clear about your expectations and determine whether problems with the 
provider can be resolved. In some situations, you can work through the issues, but other 
times, you may have to realize the relationship does not work and you must dismiss the 
provider. You should think about what is best for you as the consumer to avoid firing a good 
provider in the heat of a disagreement. 

Some Grounds for Firing
There may come a time when you may need to let a worker go. Here are some of the most 
common reasons:

• You may no longer have a need for these services.

• You may move out of the area.

• The relationship between you and your worker may simply not work out.

• The provider is late or fails to show up too many times.

• The provider continues to violate your personal boundaries despite discussion about not 
doing so. 

• The provider makes you feel unsafe or uncomfortable.

• The provider brings other people into your home (friends, children or even pets).

• The provider’s actions put your health and safety at risk.

Grounds for Immediate Firing
Some actions by a worker may be grounds for firing right away. These grounds include 
actions such as: 

• Drinking on the job.

• Using illegal drugs on the job.

• Coming to work impaired by alcohol or drugs.
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• Stealing from you or using your credit cards.

• Abusing you in any way, which includes verbally, emotionally, physically or sexually.

• Violating your confidentiality.

• Threatening you.

• Anything that impacts your physical safety and emotional well-being.

If any of these things happen, be sure to tell your Waiver Service Coordinator right 
away!

How to Dismiss (or Fire) Workers
Before you take action to fire your worker, make sure your back-up plan is in place and your 
back-up provider(s) are ready to begin providing the services you need so your services can 
continue without disruption. Unless you have to fire your worker immediately, contact your 
Waiver Service Coordinator first. Your Waiver Service Coordinator can help you prepare is 
needed.

The time to plan for the dismissal or firing of your provider is before you run into trouble. 

If possible, try to work things out first. As you already know, finding workers can be a 
difficult process. So you should try to work things out before letting your worker go. Find out 
what the reasons are for the problems that your worker is having in his/her performance 
(e.g., why he/she is arriving late, etc.). If your provider is doing something you believe is 
incorrect or annoying, gently explain how you would like it done instead. Sometimes it is just 
a matter of explaining the reason why you need something done a particular way. Listen 
with an open mind to your provider’s suggestions as well.

Explain in a non-accusatory, factual way, your concerns about his or her behavior and why 
it is unacceptable to you. You can invite an explanation by making an observation or asking 
a neutral, open-ended question, such as, “I notice that you’ve been late a lot this past week. 
Is there something I should know about? I depend on you to be on time.” Try to discuss the 
matter calmly and plan together how to improve the situation. You may issue a warning that 
if the problem continues, it may lead to dismissal. If the problem is serious enough, you may 
want to put the warning in writing and have the provider sign it. You should also continue to 
work with your Waiver Service Coordinator to let him or her know that you have a provider 
that you may need to fire.
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Document any performance issues, reviews, and/or conversations that you have 
with your worker about his or his/her performance. It will help to have records of the 
performance problems and the interactions that you’ve had in the event that your worker 
files for unemployment and you are sent a notice of the claim. Some problems can be 
documented (for example, calling in sick a lot or often showing up late). In such cases, 
record the dates and details in a notebook. Later, if you do have to fire the person and he 
or she files for unemployment compensation or sues, this log may be able to show that you 
were justified in letting your provider go.

Notify your Waiver Service Coordinator about any serious problems that you are 
having with your worker. They may be able to assist you, if need be. He/she also needs  
to keep records of any quality problems with services received by MyCare Ohio consumers. 
It is also good back-up for you to have, in case you do need to let your worker go.

Telling your worker that he or she is fired. You may fire your worker by phone or in 
person, depending on the situation. If you are doing this in person and it makes you feel 
uncomfortable, have another person present (such as your Waiver Service Coordinator, a 
family member or friend). If you fire an employee in person, consider doing so at the end of 
a shift rather than at the beginning. Again, try to have back-up providers identified (even if 
they are temporary) and scheduled ahead of time so you are not left without help.

The person you are firing may be upset. If you feel threatened in any way, call the police. 
If you feel that your safety or property is in danger, act immediately. Additionally, let your 
Waiver Service Coordinator know as soon as possible and alert your back up provider so 
they can cover the hours of the person you are letting go. That way you can concentrate on 
what you have to do rather than on who is going to put you to bed.

Once you fire a provider, contact your Waiver Service Coordinator right away. Your 
Waiver Service Coordinator will need to make changes to the provider’s information, and to 
your Service Plan. Also, depending on the reason the provider was fired, action may need to 
be taken regarding the provider’s certification to continue to provide services.

In addition, if you live in an apartment or where the worker has access to your keys, make 
sure they no longer have access to them. Depending on the situation, you may want to 
consider changing your locks.

After you have had time to consider the situation, think about what you have learned 
from it. Would you deal with the situation in a different way? Were you clear about your 
expectations? Was there a question you would have asked in the interview process that 
would have helped you realize that this was not the person for you?
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Contingency Plans for Emergencies
It is important to plan for emergencies. You will need to think about how you will continue 
to get your personal care needs met in case something unexpected arises, for example, if 
your worker is sick or unable to work for some other reason. Your plan might consider using 
unpaid family or friends to help you, but typically, members utilize certified or approved 
agencies to provide back-up services. 

What will happen if a worker calls in sick or has an emergency of some sort and can’t come 
on that day, or for several days? In some cases, this may not be a problem. You may be 
able to put off having your laundry done until the next time he/she comes in. But what if your 
worker is responsible for helping to get you out of bed in the morning or for cooking your 
meals? Then just going without help isn’t realistic. So it is absolutely critical that you come 
up with some sort of back-up plan in case of emergencies.

Planning for Provider Emergencies
No matter how carefully you plan, and no matter how good your providers are, you are likely 
to have some provider emergencies. Be prepared for this. Here are some ideas for covering 
provider emergencies: 

• Providers you liked, but could not hire as a regular worker. There may have been 
a person you liked but couldn’t hire because their schedules didn’t fit all the hours you 
needed them to work, etc. Maybe they could serve as a backup for you on occasion. 
Remember, in order for them to be paid, they will need to be a certified Medicaid waiver 
provider with a Medicaid provider agreement, and pass a background check.

• Consider family, friends or neighbors to fill in when you have an emergency. Even 
though they will not be needed on a regular basis, if they expect to be paid, they will also 
need to be certified as a Medicaid waiver provider with a Medicaid provider agreement, 
and pass a background check.

• Your back-up provider should be fully trained in how to support you as well as how to 
handle emergencies. Make sure they have proper training, and understand your routine.

• Be flexible. It may be that back-up providers are able to help but may not be available at 
the exact time your regular provider worked.

• Keep a list of your provider emergency contacts in case you need to contact them to 
alert them of your provider’s emergency.

• Use a home health agency. Your Waiver Service Coordinator can help you with this.
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However you choose to handle this, you need to be prepared! Whomever you chose needs 
to be able to fill in promptly. Being prepared will be your best defense against some of the 
potential problems that may crop up.

Planning for Medical Emergencies
As you train your provider, make sure he or she knows what to do in case of medical 
emergencies. After all, if you have a medical emergency, you may not be able to direct your 
providers. Here are some tips related to medical emergencies:

• Discuss both routine emergencies, such as cuts and burns requiring first aid, and other 
emergencies specifically related to your disability or medical condition. 

• Create a waterproof container (such as a large plastic zip bag or sealable plastic box) 
that will hold copies of your important information. Place this marked container in an 
area that is easily accessible to your providers as well as emergency personnel. In this 
container make sure to have copies of the following:

 » Emergency procedures.

 » Emergency contact information.

 » Medical insurance information.

 » Advanced health directives.

 » Current lists of all medications you take (including over-the-counter).

 » Lists of any known allergies and drug interactions. 

• If you have life support or medical equipment, make sure the providers know how and 
when to use it and what to do if the equipment fails.

Planning for Weather Emergencies

As you train your provider, make sure you cover what to do in all types of weather 
emergencies. Topics may include:

• Create a waterproof disaster preparedness kit. There are plenty of websites, such as 
the Red Cross, for ideas on what to include.

• Location of the clearly marked disaster preparedness kit. It should be kept in an 
easily accessible location (preferably by an exit), and checked or updated regularly 
(possibly each time you check your smoke detectors)
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• Where and how to activate back-up power for equipment. Be sure to instruct your 
provider that in case of power loss to call the local fire department and power company to 
notify them that you are a priority because of your medical needs (such as ventilation or 
oxygen supplies)

• Where and how to turn off gas and water supplies to the house in case of line rupture. 

Appendix A - Interviewing Basics

Preparation 
The face-to-face interview gives you the opportunity to learn as much as you can about 
the person who is applying for the job. It also gives the applicant information about the job 
requirements so that both of you can make a good decision. This works best if you are 
prepared.

Be Safe
• Hold the interview in a location that is safe for you.

• Your local Center for Independent Living, apartment building, or community library may 
have rooms available for you to conduct interviews if you do not want to use your home.

• Somebody else, such as a friend, can sit in with you for an interview. In addition to 
providing extra security, having a second person is recommended since she or he may 
notice things at the interview that you do not.

Be Prepared. Before the Interview, Make Sure You Have:
• A blank application form. 

• A job description.

• A checklist (if you are using one) of duties for the shift(s) you are hiring.

• Information about your limitations. 

• Information about special equipment you use.

• A way to record your impressions (write them yourself, have a tape recorder, invite a 
friend to act as recorder, etc.).

• A list of the interview questions you will ask (See below for suggested interview 
questions.).
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Planning the Interview Questions
• Decide ahead of time what questions you will ask, and write them out. See the chart 

below for samples of allowable and illegal questions.

• Frame your interview questions to give you the information you need. 

• Use the same list of questions for each applicant so you can compare their responses 
more easily.

• Don’t ask illegal questions. 

The following are some questions that could be used:

Suggested Interview Questions Information You Are Seeking 
Do you have questions about anything in 
the job description?

Applicant’s understanding of the job.

Tell me about yourself and your experience, 
particularly with older people or people with 
limitations.

Experience, training, skills, attitude, 
opinions about disability.

Why are you interested in this type of work? Attitude, compatibility.

What is your impression of people with 
older people or people with limitations?

Answers involving independence, choice, 
responsibility, right to live one’s own life.

What qualities do you believe you could 
offer in working for me?

Realistic appraisal of his/her qualities.

Tell me how you have used that quality 
(named in the last question) in the past or 
give me an example of why you believe you 
have that skill.

Give you specific information about 
qualities and traits named. Allows you to 
evaluate how realistic his/her self-appraisal 
is.

How do you think you would feel about 
taking direction from me?

Willingness to take direction.

What kind of situations do you find stressful 
and how do you deal with stress

Ability to handle stress.

What is your understanding of 
confidentiality?

Understands your right to privacy.
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Situational Question: The food for the 
evening’s dinner appears spoiled when you 
take it out of the refrigerator. What do you 
do?

Problem-solving abilities, ability to 
recognize an unhealthy situation, 
importance of taking direction from 
consumer.

Situational Question: On Sunday my 
wheelchair battery dies. Wheelchair service 
is not open on Sunday. What would you 
suggest to overcome this problem?

Problem-solving abilities, importance of 
taking direction from consumer.

Some questions are illegal. Sometimes consumers/supervisors ask illegal questions when 
they are simply trying to be friendly or make conversation. Following are some examples:

Illegal Interview Topics You Cannot Ask You Can Ask

Ethnic origin or background Where are your parents 
from?

---------------

Color/race What is your racial 
background?

---------------

Nationality or national 
origin

Where are you from? -------------------

Religion Where do you go to church? This job involves work on 
Sunday mornings. Are you 
able to do that?

Age How old are you? Are you over 18?
Sex What is your sexual 

orientation?
-----------------------

Disability Do you have a disability?

Do you have a pre-existing 
health condition?

Transferring me in an out of 
a wheelchair is an essential 
function of this job. Is there 
any reason you could not 
perform that task?

Political belief What political party do you 
belong to?

-----------------------
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Family or marital status Are you married? 

Do you have children? Do 
you have childcare?

This job involves weekend, 
evening, and holiday work. 
Is that something you are 
able to do?

Source of income Do you have any other 
income?

--------------------------

What If You Are Nervous?
• Recognize that it is natural to feel nervous when interviewing.

• The prospective provider is also probably nervous.

• Breathing deeply is the quickest way to relieve anxiety. Be careful not to hyperventilate 
though!

• Being prepared for the interview will also lower your anxiety level.

Starting the Interview
• First impressions are important. Convey a sense that you are a capable individual able to 

direct your own care.

• If you have a friend or somebody else present, make sure it is clear that you are the 
interviewer.

• Think about the location of the interview. A living room is a better choice than the 
bedroom, which can convey dependency.

• Wear clothes that convey confidence. Don’t wear sleepwear.

• Sit facing the applicant so that you can observe eye contact and body language.

• Eliminate distractions. Turn the TV and radio off. Make sure pets and children will not 
interrupt.

When you start the interview, try to put the person at ease. You are more likely to get a 
true sense of what a person is like if she or he is comfortable. Start with questions that are 
general such as, “What did you like about your last job?” 

Then, move to more sensitive questions later in the interview like, “What do you see will 
be your biggest challenge working with an older person or person who has disabilities?” or 
“What will be your biggest challenge working with an individual who needs personal care?” 
There are many ways to interview. The process involves giving and receiving information on 
both sides. 
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While you have probably explained the job to applicants over the phone, it is a good 
idea to give them a copy of your job description and go over, in detail, the tasks they will 
be performing, the hours they will be expected to work, and the rate of pay. Do not let 
applicants talk you into a higher rate of pay unless you really want this person to work for 
you and you are sure you can afford it.

During the interview: 
• Describe your routine and needs requirements in detail.

• Ask work-related, open-ended questions (questions that require more than a yes or no 
answer).

• Tell the person what you expect in a worker. 

• Tell the person about the work schedule. 

• Provide the person with a copy of the job description and provider rules. Your Waiver 
Service Coordinator can point you to the rules, if needed.

• Explain your disability, medical condition, or limitations as well as you can. 

• Be up-front and clear, especially about duties that might make a person uncomfortable. 

• Notice not only what the person says, but also how he or she says it. 

• Give the person plenty of chances to ask questions, and give honest answers. 

During the interview, ask for references and permission to contact them. Who are good 
references? The best references are usually those people who have used your applicant 
as a paid or unpaid worker. They know about the person’s work performance and habits. If 
your applicant has no prior experience as a direct support worker, then other good reference 
sources are previous employers, teachers and former co-workers. Avoid using family 
members or friends as references. They will not know about the applicant’s work habits and 
they are likely to tell you only good things. 

Suggestions to Consider

• Be careful of stereotyping people. Young people do not always change jobs frequently! 
Not all newlyweds rush to start a family! Older persons are not all close-minded! People 
from other cultures do not automatically consider disability to be a pitiable, shameful 
condition! Get the idea? 

• Do not be afraid to ask for examples of how applicants would handle or have handled 
situations that you believe are important: “What would you do if you dropped me during a 
transfer?” “Give me an example of how you handle problem situations.” 
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• If transfers are part of the services you need, consider having applicants transfer you 
during the interview. Be sure to have another person present who knows proper transfer 
techniques. You can ask your Waiver Service Coordinator to help you find someone if 
necessary.

• If either you or the applicant has doubts, or if your needs for assistance are complex, 
consider having the applicant observe your routines before you offer them employment. 

• If you are nervous or unsure of your interviewing skills, ask a friend or family member to 
sit in on the interview with you. 

• While it is annoying, do not be discouraged if people do not show up for face-to-face 
interviews. You can expect about half not to appear. This gives you an important indicator 
of what they would be like as a provider. 

Generally you should interview more than one person. This is an important decision, and 
you want to have as much choice as possible. Keep notes on your thoughts and feelings 
about the people and their answers to your questions. This helps you avoid confusion about 
details. Use these notes to help you compare the good and bad points of the people you 
have interviewed. Give yourself time to think about who is most likely to meet your needs.

After the Interview: Check References 
Some companies will ask for a written release before giving a reference. Others may have 
a policy not to give out any information other than the dates of employment. This is not a 
reflection on the applicant.

When talking to a reference, explain the type of work the job requires. Tell the reference that 
you will keep all information confidential. A reference must feel comfortable enough to give 
you an honest and accurate assessment of the person. Take notes of what the reference 
says. If you are checking many references, you can get confused about who said what 
about which person. 

When checking references, briefly verify what applicants told you about their dates of 
employment and job title. Determine whether their job performance was satisfactory. If 
an applicant no longer works for a particular employer, ask about eligibility to rehire. Ask 
questions that will tell you specifically what you need to know. For example: 

• What can you tell me about his or her attendance? 

• Can you describe his or her job performance? 

• The ability to follow directions is important to me. What can you tell me about his or her 
ability to listen and follow directions? 
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• How responsible is he or she? Give me an example. 

• Give an example of his or her ability to handle tense or emergency situations. 

• How did he or she get along with others? 

• Give me an example of how he or she handled constructive criticism. 

• Would you consider rehiring him or her? 

You may not get many answers from references. Some people do not want to say anything 
bad about another person. If a reference does not give you much information, be thankful 
for what you do get, and move on to the next reference. 

You cannot know why a reference gives you little information or if the lack of information 
means something negative. Successful reference-checking is mainly a question of 
balancing the information you obtain and is simply one way to get information you can use 
to decide about hiring someone. 
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Appendix B - Techniques for Good Communicating

Effective Listening
One of the most common listening mistakes is focusing on a response rather than really 
listening.

When you listen:

• Give the other person your full attention. You may not be able to give your full attention if 
you are thinking about what your response will be while the person is talking.

• Pay attention to body language as well as spoken message.

• Maintain appropriate eye contact so the person knows you are interested. (Appropriate 
eye contact does not mean staring, but means making eye contact in a non-threatening 
way.)

• Encourage the speaker by nodding your head, saying, “Go on,” “Tell me more,” “Uh-huh” 
or something similar. Verbal encouragement will be especially important if you are 
speaking with someone with a visual disability.

When the person is done speaking, reflect back to the person what she or he said to make 
sure you understood the content. This involves briefly summarizing what she or he said and 
capturing the emotional tone.

For example you can begin reflective listening sentences in this way:

• Let me see if I understand what you are saying...

• So you are saying...

• You are angry because ...

• You are excited because ...

• I can see that you feel really...

If you notice what the person is saying does not match his or her body language, you should 
address this:

• Although you are telling me you are happy, you appear to be stressed.

• You are telling me you don’t mind working these specific hours, but you sound angry.
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When you take the time to reflect back what you think you are hearing, the other person has 
a chance to correct your thinking if you have misunderstood him or her. She or he can also 
give you additional information.

If the emotion is unclear, make a guess, such as, “It sounds like maybe you were a little 
unhappy about all that...”

Pay attention to whether the person speaking accepts your summary by saying things such 
as “Yeah!” “You got that right,” “That’s right,” and similar responses.

Reflective listening acknowledges the other person’s thoughts and feelings. It does not 
mean you necessarily agree or approve of what she or he said. You still have the option of 
agreeing or disagreeing.

Often, if someone feels heard, she or he is more likely to compromise or accept that she or 
he can’t have his or her own way this time.

Some examples of acknowledging feelings but not agreeing:

• “I understand that you feel I am being unfair in the hours that I have given to you. Let me 
explain why I am making these decisions.”

• “I understand that doing my laundry is your least favorite part of this job. I know it is 
difficult because I am on the second floor and the laundry is in the basement. I still must 
insist that you do the laundry as indicated on the Service Plan.”

Explain What You Want to Talk About
This step asks us to let the other person know what it is we want to discuss (our intent) and 
then ask if she or he wants to talk at this time. It will be helpful to use this technique when 
talking to any of your providers, especially about difficult situations.

Explaining intent allows listeners to prepare for what is coming, especially if the topic is 
emotionally charged, such as, your provider was late, not performing tasks as instructed, 
not listening, or even if you are terminating them.

Even if the subject matter is not emotionally difficult, some conversations require a lot more 
time, effort and involvement than others. Out of respect for the other person, tell him or her 
what the conversation is going to be about, and ask if she or he wants to take part at this 
time. Explaining intent helps listeners understand the “big picture.”
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Examples of explaining what you want to talk about:

• “Maria, do you have a minute? I would like to talk to you about your job performance so 
far.”

• “Carl, I’d like to talk with you about the housekeeping chores. There are some things I 
would like done a little differently. Is this a good time to talk?

Express Yourself Clearly by Using “I” Messages
This technique builds a common ground with the person you are speaking with. It can 
be used for pointing out problem areas or concerns. It allows the other person to see the 
problem from your point of view, which may lead to a more positive outcome.

“I” messages focus the speaker. You share how you are experiencing a situation with the 
other person. “I” messages are more effective than “you” messages, which focus on the 
other person’s faults or mistakes. “You” messages can sound like you are attacking the 
other person.

Here are some examples:

Try to use positive “I” messages Avoid using negative “you” messages

I feel frustrated when you interrupt me when 
I am talking.

You are disrespectful and rude.

I feel angry when I can’t get in touch with 
you to discuss my care needs.

You are the worst service coordinator I’ve 
ever had.

I feel annoyed when I have to remind you 
to clean up the kitchen as outlined on the 
checklist.

You are a horrible housekeeper.

Use Requests Instead of Criticisms and Complaints
It seems to be human nature to complain and criticize when we are upset, rather than look 
for possible solutions. Often when others feel criticized they do not listen well. Their energy 
is taken up by defending their position or planning a counter attack to save face, so you are 
no closer to a solution.

When you have a complaint, think of how you can turn it into a request. This helps you meet 
your needs without hurting others.
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When you have a request:
• Be specific.

• Make the request action-oriented.

• Use positive language.

• Do not make comments about the person’s character. 

Avoid “blanket” statements like:
• You always. . . 

• You never. . . 

Help your listener comply with requests by giving reasons for the request. 

In the examples in the chart below, the complaints focus on character traits and do not give 
the person any ideas on how to improve behavior or performance. The requests focus on 
specific action steps and the reasons why you’d like things done a certain way.

Don’t use the complaints 
below

Instead, use specific 
requests

With explanations to get 
results

I wish you would be better 
at household tasks.

I would like you to wipe the 
counters down completely 
with anti-bacterial soap after 
preparing meals.

This prevents germs from 
growing on the counter.

Can’t you try to be a better 
health care provider?

I would like you to follow the 
instructions for this task you 
were trained on.

This way I have less chance 
of infection.

You are so slow with the 
chores. Can’t you work any 
faster?

I’d like you to throw in a 
load of laundry as you are 
preparing dinner.

It will be more efficient to 
have the laundry being 
done while dinner is being 
prepared.

Think about some recent complaints you have had with someone you know. Can you think 
of ways to frame the complaints as specific, action-oriented requests with an explanatory 
clause? 
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Ask Open-Ended Questions
Asking open-ended questions helps you find out more about what people are feeling and 
thinking. Yes/no questions will give you short and abrupt answers. Open-ended questions 
allow the other person to give you a more in-depth response.

If you are trying to solve a problem or getting to know the people around you, open-ended 
questions give you more information.

Examples:
• How are you feeling about all of this?

• Do you have any ideas for keeping the kitchen cleaner?

Also, if you are trying to solve a problem, rather than pointing blame on your provider, try 
using open-ended questions that focus on how to solve the problem.

Examples:
• What system can we put in place so this problem won’t happen again?

• How could we work together to solve this problem?

Learning better communication skills is a life-long process. It takes commitment and 
practice, but the rewards will extend far beyond this program.

Note: Some of this information was adapted from a manual on communication by Dennis 
Rivers, M.A. Communicating More Cooperatively, The Seven Challenges Communication 
Skills Workbook and Reader.



Multi-Language Insert

Multi-Language Interpreter Services
ATTENTION: If you speak English, language assistance services, free of charge, are available to you. Call 
1-866-549-8289 (TTY: 711), from 8 a.m. to 8 p.m., Monday through Friday. After hours, on weekends and on
holidays, you may be asked to leave a message. Your call will be returned within the next business day. The
call is free.
ATENCIÓN: Si habla español, contamos con servicios de asistencia lingüística que se encuentran disponibles 
para usted de manera gratuita. Llame al 1-866-549-8289 (TTY: 711), de 8 a.m. a 8 p.m., de lunes a viernes. 
Después del horario de atención, los fines de semana y días feriados, es posible que se le solicite dejar un 
mensaje. Se le devolverá la llamada el siguiente día hábil. La llamada es gratuita.
注意：如果您說中文，您可以免費獲得語言協助服務。請致電 1-866-549-8289 (TTY：711)，服務
時間為週一至週五，早上 8 點到晚上 8 點。非服務時間、週末和假日，您可能會需要留言。我
們將在下一個工作日內回電給您。此為免付費專線。

PAALALA: Kung nagsasalita ka ng Tagalog, may mga available na libreng tulong sa wika para sa iyo. Tumawag 
sa 1-866-549-8289 (TTY: 711), 8 a.m. hanggang 8 p.m., Lunes hanggang Biyernes. Pagkalipas ng oras ng 
trabaho, tuwing Sabado at Linggo, at sa mga holiday, posibleng hilingin sa iyo na mag-iwan ng mensahe. 
Tatawagan ka sa susunod na araw ng negosyo. Libre ang tawag.
ATTENTION : si vous parlez français, des services d'assistance linguistique gratuits sont à votre disposition. 
Appelez le 1-866-549-8289 (TTY : 711) du lundi au vendredi, de 8 h à 20 h. En dehors des heures d'ouverture 
et durant le week-end et les jours fériés, il vous sera peut-être demandé de laisser un message. Vous serez 
rappelé le jour ouvrable suivant. L'appel est gratuit.
LƯU Ý: Nếu quý vị nói tiếng Việt, chúng tôi có các dịch vụ hỗ trợ ngôn ngữ miễn phí cho quý vị. Vui lòng 
gọi 1-866-549-8289 (TTY: 711), từ 8 a.m. đến 8 p.m., Thứ Hai đến Thứ Sáu. Sau giờ làm việc, vào cuối tuần 
và ngày lễ, quý vị có thể được yêu cầu để lại tin nhắn. Cuộc gọi của quý vị sẽ được trả lời vào ngày làm 
việc tiếp theo. Cuộc gọi này được miễn phí.
HINWEIS: Wenn Sie Deutsch sprechen, steht Ihnen ein kostenloser Übersetzungsdienst zur Verfügung. Wählen 
Sie dafür 1-866-549-8289 (TTY: 711) von Montag bis Freitag zwischen 8 und 20 Uhr. Außerhalb dieser Zeiten, 
an Wochenenden und Feiertagen werden Sie möglicherweise gebeten, eine Nachricht zu hinterlassen. Ihr 
Anruf wird innerhalb des nächsten Arbeitstages beantwortet. Der Anruf ist kostenlos.
주의: 한국어를 구사할 경우, 언어 보조 서비스를 무료로 이용 가능합니다. 해당 서비스는 
1-866-549-8289(TTY: 711)번으로, 월요일~금요일, 오전 8시부터 오후 8시까지 문의해 주십시오.
근무시간 이후나 주말 및 공휴일에는 메시지를 남겨 주시면 됩니다. 그러면 다음 근무일에
전화드리겠습니다. 통화는 무료입니다.
ВНИМАНИЕ: если вы говорите на русском языке, вы можете бесплатно получить помощь переводчика. 
Позвоните по номеру 1-866-549-8289 (TTY: 711), с  8  a.m. до  8  p.m. с  понедельника по  пятницу. 
В нерабочее время, в выходные и праздничные дни вас могут попросить оставить сообщение. Вам 
перезвонят на следующий рабочий день. Звонки бесплатные.
الرقم على  اتصل  مجانية.  لغوية  مساعدة  خدمات  لك  تتوفر  العربية،  اللغة  تتحدث  كنت  حال  في   انتباه: 
 1-866-549-8289 (TTY: 711)، من الساعة 8 صباحًا ولغاية الساعة 8 مساءً من الاثنين إلى الجمعة. وقد يطُلب منك ترك 
رسالة بعد انتهاء ساعات العمل وفي عطلات نهاية الأسبوع والإجازات. وستتم معاودة الاتصال بك خلال يوم العمل التالي. 

والاتصال مجاني.
ATTENZIONE: se parla italiano, sono disponibili gratuitamente servizi di assistenza linguistica. Chiami il numero 
1-866-549-8289 (TTY: 711), dalle 8:00 alle 20:00, dal lunedì al venerdì. Al di fuori di questa fascia oraria, nei
fine settimana e nei giorni festivi è possibile che le venga chiesto di lasciare un messaggio. La sua chiamata
sarà gestita entro il giorno lavorativo successivo. La chiamata è gratuita.
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ATENÇÃO: se falar português, estão disponíveis serviços de assistência gratuitos no seu idioma. Ligue para 
o número 1-866-549-8289 (TTY: 711) de segunda-feira a sexta-feira, das 8:00 às 20:00. Se ligar fora deste 
horário, num fim de semana ou num feriado, poderá ter de deixar mensagem. A sua chamada será devolvida 
no próximo dia útil. A chamada é gratuita.
ATANSYON: Si ou pale Kreyòl-Franse, sèvis asistans lang disponib gratis pou ou. Rele 1-866-549-8289  
(TTY: 711), soti lendi pou rive vandredi, 8è a.m. pou rive 8è p.m. Nan wikenn ak jou konje federal eta a, yo ka 
mande w pou kite yon mesaj. Y ap retounen w apèl la nan pwochen jou ouvrab la. Apèl la gratis.
UWAGA: Jeśli mówisz po polsku, możesz skorzystać z bezpłatnej pomocy językowej. Zadzwoń pod numer 
1-866-549-8289 (TTY: 711), od poniedziałku do piątku, od 8 do 20. Poza godzinami pracy, w weekendy i święta 
państwowe może być konieczne zostawienie wiadomości. Nasz agent oddzwoni w kolejnym dniu roboczym. 
Połączenie jest bezpłatne.

ध्यान देें : अगर आप हिंदेी बोलते िैं, तो आपके हलए मुफ़्त में भयाषया संबंधी सियायतया सेवयाएं उपलब्ध िोगंी. सोमवयार से 
लेकर शुक्रवयार तक सुबि 8 बजे से लेकर रयात 8 बजे तक 1-866-549-8289 (TTY: 711) पर कॉल करें . उपरोक्त 
समय के अलयावया, वीकें ड यया छुट्ी के हदेनो ंमें आपको मैसेज छोड़ने के हलए किया जया सकतया िै. आपके कॉल कया 
जवयाब अगले कयामकयाज के हदेन के भीतर देे हदेयया जयाएगया. यि कॉल मुफ़्त िै.
注目：日本語を話す場合、言語支援サービスを無料でご利用いただけます。月曜日か
ら金曜日の午前 8 時から午後 8 時の間に 1-866-549-8289（TTY：711）までお電話くださ
い。対応時間外や週末、祝日に電話をかけると、メッセージを残すか尋ねられる場合
があります。次の営業日に折り返しお電話いたします。通話は無料です。

ध््ययान दिनहुोस:् तपयाई ंनेपयाली बोल्नहुुन््छ भने तपयाईकंया लयादि भयाषयासम्बन््धी सहया्यतया सेवयाहरू दनःशलु्क उपलब््ध ्छन।् सोमबयारिदेि शकु्रबयारसम्म, दबहयान 
8 बजेिदेि बेलकुया 8 बजेसम्म 1-866-549-8289 (TTY: 711) मया कल िनुनुहोस।् कयामको दन्यदमत सम्यबयाहके, सयातयाको अन्तमया र दबियाकया 
दिनहरूमया तपयाईलंयाई सन्िशे ्छोड्न भन्न सदकन््छ। तपयाईकंो कलको जवयाफ त््यसपद्छको कया्ययानुल्य िलु्ने दिन दभत्रमया दिइने ्छ। ्यो कलको शलु्क लयाग्िदैन।

FIIRO GAAR AH: Haddii aad ku hadasho af Soomaali, adeegyada caawimaada luuqada, oo bilaash ah, ayaad heli 
kartaa. Wac 1-866-549-8289 (TTY: 711), 8 subaxnimo ilaa 8 habbeenimo, Isniinta ilaa Jimcaha. Saacadaha 
shaqada kadib, maalmaha fasaxa ee asbuuca iyo maalmaha guud ee fasaxa ah, waxaad codsan kartaa inaad 
reebto fariin. Waxaa dib laguu soo wici doonaa dhowrka maalmood ee xigga ee ah maalmaha shaqada. 
Wicitaankaan waa bilaash.
KUMBUKA: Ikiwa unazungumza Kiswahili, huduma za usaidizi wa lugha , za bila malipo, zinapatikana kwako. 
Piga simu kwa 1-866-549-8289 (TTY: 711), 8 asubuhi hadi 8 usiku, Jumatatu hadi Ijumaa. Baada ya saa za 
kazi, katika wikendi au likizo, unaweza kuombwa uache ujumbe. Simu yako itajibiwa ndani ya siku inayofuata 
ya kazi. Simu hii ni ya bila malipo.
УВАГА: Якщо ви володієте українською мовою, вам безкоштовно доступні послуги мовної підтримки. 
Телефонуйте за номером 1-866-549-8289 (TTY: 711) з 8:00 до 20:00 з понеділка по п’ятницю. У 
неробочий час, у вихідні та святкові дні вас можуть попросити залишити повідомлення. Ваш дзвінок 
буде оброблено протягом наступного робочого дня. Дзвінок безкоштовний.
INTANGAMARARA: Nimba uyaga Ikirundi, ubufasha mu vy'indimi, ku buntu, woburonka. Hamagara  
1-866-549-8289 (TTY: 711), Kuwa Mbere gushika kuwa Gatanu, 8 zo mu gatondo gushika 8 z'umuhingamo. 
Muri wikendi canke ku biruhuko, twogusaba kudusigira ubutumwa. Tuzokwishura ku guhamagara kwawe 
umunsi ukurikira w'akazi. Guhamagara ni ubuntu.
注意：如果您说中文普通话，则可以获得免费的语言协助服务。请在周一至周五上午 8 点至晚
上 8 点致电 1-866-549-8289 (TTY: 711)。工作时间之外、周末以及节假日期间，会要求您留言。
工作人员会在下一个工作日给您回电。此号码为免费电话。

توجه: اگر به زبان درى صحبت می کنيد، خدمات کمک زبان به صورت رايگان در دسترس شما است. از دوشنبه تا جمعه،از 
8 صبح تا 8 بعد از ظهر، با شماره 1-866-549-8289 (TTY: 711) تماس بگيريد. در رخصتی های آخر هفته و در رخصتی 
های فدرال ايالتی، ممکن است از شما خواسته شود که پيام بگذاريد. تماس شما ظرف يک روز کاری آينده برگردانده خواهد 

شد. تماس رايگان است.



ትኩረት፡ አማርኛ የሚናገሩ ከሆነ፣ የቋንቋ እርዳታ አገልግሎቶች፣ በነጻ፣ ለእርስዎ ይገኛሉ። 1-866-549-8289  
(TTY: 711),፣ ከሰኞ እስከ አርብ፣ ከ 8 a.m. እስከ 8 p.m. ይደውሉ። በሳምንቱ መጨረሻ እና በክልል የፌዴራል በዓላት 
ላይ መልእክት እንዲተው ሊጠየቁ ይችላሉ። ጥሪዎ በሚቀጥለው የስራ ቀን ውስጥ ይመለሳል። ጥሪው ነፃ ነው።
ધ્્યયાન આપો: જો તમે ગજુરયાતી બોલતયા હો, તો તમયારયા મયાટે ભયાષયા સબંધંી સહયા્યતયાની સેવયાઓ વગર કોઈ 
શલુ્કે ઉપલબ્ધ છે. સોમવયારથી શકુ્રવયાર દરમમ્યયાન સવયારે 8 વયાગ્્યયાથી રયાત્ે 8 વયાગ્્યયા સધુી 1-866-549-8289 
(TTY: 711) પર કૉલ કરો. કયામકયાજનયા સમ્યની બહયારનયા સમ્ય,ે શમન-રમવએ અને રજાઓમયા,ં તમને મેસેજ 
છોડી દેવયા મયાટે કહવેયામયા ંઆવી શકે છે. તમયારયા કૉલ મયાટે કયામકયાજનયા આગલયા દદવસની અંદર વળતો કૉલ 
કરવયામયા ંઆવશ.ે એ કૉલ મફત હો્ય છે.
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