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Wheels on the Bus

 Mission and Philosophy

Mission

Strengthening and empowering families to promote the development and well-being of individuals with developmental disabilities or who are at risk for developmental delay.

Philosophy

We strive to service the under-served population of the Phoenix area including the demographically underserved, the low income, and the ESL consumers.

We utilize a team approach that is family-centered:

􀋯 Caregivers have intimate knowledge about their loved one

􀋯 The family has their own capabilities and concerns,

􀋯 Each family is unique and changing with it’s own strengths and abilities,

􀋯 The client’s family is the primary member of the team,

􀋯 Methods and outcomes are consistent with the family’s priorities and values,

􀋯 A working partnership that respects the expertise of each member,

􀋯 Involvement in services must always be the family’s choice.

Wheels staff and families share the responsibility in designing and implementing the treatment plan for the client.

We support the protection of the rights of persons with disabilities to be raised as a member of a family and of the community; to be free of discrimination, abuse, and neglect; and to have the least restrictive and most appropriate services available which will enhance their development. We recognize that on rare occasions the rights of the client and the rights of the caregiver may conflict. When they do, we will support the rights of the client while still being sensitive to the caregivers’ feelings and opinions.
Wheels on the Bus
CODE OF ETHICS
Wheels on the Bus, Inc. is committed to providing quality home care services honestly, with integrity and in compliance with standards of care.  This commitment applies to the owners, officers and to all caregivers, contractors and employees of Wheels on the Bus, Inc., and it governs all agency activities.  Conduct in violation of this Code is conduct beyond the scope of any employee or caregiver’s authority.

We strive to maintain the highest standards of professional, business and personal ethics.  Our duty is to provide the quality of care and services that our clients have the right to expect.  Our clients expect us to be caring, honest and straightforward in all of our agency activities.  We intend to meet and exceed our clients’ expectations.

Our caregivers will in no way discriminate with regard to age, color, sex, handicap(s), religious or sexual orientation, and will respect the rights and wishes of the disabled and vulnerable at all times.

Wheels on the Bus, Inc.’s employees and caregivers are encouraged to bring questions and concerns regarding violations of this Code, violations of any law or of any ethical standard to the attention of their supervisor or agency director.  Wheels on the Bus, Inc. will not punish employees or caregivers who appropriately raise sincere questions or concerns regarding any aspect of Wheels on the Bus, Inc.’s conduct or the conduct of its employees or caregivers.  Wheels on the Bus, Inc.’s Executive Director is Colette Marotto.  She can be reached at 480-242-5903.

Wheels on the Bus, Inc’s officers and directors ensure that employees and caregivers can express their concerns without fear of retribution.

A. AGENCY POLICIES

WHEELS ON THE BUS, INC.

EQUAL OPPORTUNITY

It is the policy of Wheels on the Bus, Inc. to offer equal opportunity to every employee based on qualifications only, without regard to race, color, religion, sex, national origin, handicap, or veteran status as defined by law.

Wheels on the Bus, Inc. will:

Recruit, hire, train, and promote persons in all job classifications, without regard to race, color, religion, sex, age, national origin, handicap, or veteran status.

Ensure that promotion decisions are in accordance with principles of equal opportunity by imposing only valid requirements for promotional opportunities.
Ensure that all personal activities, such as compensation, benefits, transfers, layoffs, returns from layoff, recreational programs, will be administered without regard to race, color, religion, sex, age, national origin, handicap, or veteran status. 

WHEELS ON THE BUS, INC.

STANDARDS OF PRACTICE
In order to assure the finest care, Wheels on the Bus, Inc. has established performance standards that exceed general expectations.  We ask you to apply these standards in the day-to-day care of our clients.

Our standards, policies and procedures are available to you at all times.  Agency personnel are available to assist you with understanding, interpreting and complying with these standards.

Failure to comply with these standards may result in disciplinary actions which range from suspension to termination.

The following summarizes these Standards:

· Maintaining up-to-date detailed job descriptions
· Employing qualified personnel and providing appropriate orientation, in-service and supervision.

· Scheduling appropriate personnel to meet clients’ needs and plan care.

· Providing adequate and appropriate coordination and scheduling of staff to best fill the needs of the client.

· Intervening to restore, maintain, and promote caregiver support to positively affect the client’s well-being.

· Maintaining up-to-date and adequate client records and the communication systems necessary to provide the highest quality of respite and habilitation
· Responding to the ever-changing client needs by adherence to the ISP and 90-day review of the ISP that documents of client responses, delivery of service and ongoing revision of the plans of care.

· Evaluating the outcome of services on an individual need basis.  Continual and frequent communication with other members of the client’s care “team”.

· Providing community resources to meet individual client needs.

WHEELS ON THE BUS, INC.

GRIEVANCE PROCEDURE

Purpose

The primary objective of this Grievance Procedure is to ensure clients and/or their family/caregivers (we will refer to as “Participant”) have the opportunity to present grievances to Wheels on the Bus, Inc. regarding a certain action or inaction by an employee/contractor of Wheels on the Bus, Inc. or its associates.  Wheels on the Bus, Inc. has a consistent way of resolving those grievances in a fair and just manner.

A participant may pursue a grievance if he or she believes that an employee or associate of Wheels on the Bus, Inc. has violated his or her rights.  This Participant Grievance Procedure applies to alleged discrimination on the basis of race, color, religion, sex, age, national origin, or disability as well as problems arising in the relationship between a participant and Wheels on the Bus, Inc. or its hired caregivers  Upon request from any participant, Wheels on the Bus, Inc. will provide guidance about the appropriate system for redress of a particular complaint.

Informal Resolution
Prior to invoking the procedures described below, the participant is strongly encouraged, but is not required, to discuss his or her grievance with the person alleged to have caused the grievance.  The discussion should be held as soon as the participant first comes aware of the act or condition that is the basis of the grievance.  Additionally or in the alternative, the participant may wish to present his or her grievance in writing to the person alleged to have caused the grievance.  In either case, the person alleged to have caused the grievance must respond to the participant promptly, either orally or in writing.
Initial Review
If a participant decides not to present his or her grievance to the person alleged to have caused the grievance or if the participant is not satisfied with the response, he or she may present the grievance in writing to the Executive Director of Wheels on the Bus, Inc.  Any such written grievance must be received by the Executive Director not later than forty-five calendar days after the participant first came aware of the facts which gave rise to the grievance.  (If the grievance is against the Executive Director, the participant should address his or her grievance to the DDD support coordinator)  The Executive Director should conduct an informal investigation as warranted to resolve any factual disputes.  Upon the participant’s request, the Executive Director may appoint an impartial fact-finding panel of no more than three persons to conduct an investigation.  The Executive Director must state the terms and conditions of the investigation in a memorandum appointing a fact-finding panel.  A fact-finding panel appointed hereunder shall have no authority to make recommendations or impose a final action.  The panel’s conclusions shall be limited to determining and presenting facts to the Executive Director in a written report.  Based upon the report of the fact-finding panel if any, the Executive Director shall make a determination and submit his or her decision in writing to the participant and to the person alleged to have caused the grievance within ten calendar days of receipt of the panel’s report.  The written determination shall include the reasons for the decision, shall indicate the remedial action to be taken, if any.

Appeal Procedures

Within ten calendar days of receipt of the Executive Director’s decision, a participant who is not satisfied with the response of the Executive Director after the initial review may seek further review by submitting the written grievance, together with the Executive Director’s written decision, to the appropriate next level of management.
WHEELS ON THE BUS, INC.

HARASSMENT
It is the policy of Wheels on the Bus, Inc. that all of our employees should be able to enjoy a work environment free from all forms of harassment.  Wheels on the Bus, Inc. prohibits harassment of its employees in any form.  Such conduct will result in disciplinary action up to and including dismissal

Harassment is any annoying action which singles on an employee to the employee’s objection or detriment because of race, sex, religion, national origin, age, handicap or personal characteristics.  Harassment also includes any verbal or physical action by an employee, including a supervisor, that is used as a basis for employment decisions affecting that individual or when those actions have the effect or purpose of unreasonable interfering with an individual’s work performance, or creating an intimidating, hostile, or offensive working environment.

Examples of harassment include, but are not limited to:

1. Verbal abuse or ridicule.

2. Unnecessarily rough or repeated physical contact.

3. Displaying or distributing pornographic or racist materials.

4. Interference with an employees work by improper actions, such as threats, intimidation, or promise of reward.

5. Intimate physical contact, repeated offensive sexual flirtations, advances or propositions, graphic verbal commentaries about an individual’s body, or sexually degrading words used to describe an individual.

6. Demanding favors (sexual or otherwise) explicitly or implicitly, as a condition of employment. Insinuating that refusal of such favors will adversely affect evaluation, wages, advancement, assignment of duties or shifts, or any other condition of employment or career development.
7. Retaliation against any employee for some previously taken action

Sexual Harassment: The Equal Opportunity Commission (EEOC) has issued official guidelines which define sexual harassment as a form of sex discrimination under Title VII of the Civil Rights Act of 1964.  They are (in official text):

Section 1604.11 Sexual Harassment

a. Harassment on the basis of sex is a violation of Section 703 of Title VII.*Unwelcome sexual advances, request for sexual favors, and other verbal or physical conduct of a sexual nature constitute sexual harassment when 1. Submission to such conduct is made either explicitly or implicitly a term of an individual’s employment. 2. Submission or rejection of such conduct by an individual is used as the basis for employment decisions affecting such individual, or 3. Such conduct has the purpose or effect of unreasonably interfering with an individual’s work performance or creating an intimidating, hostile, or offensive working environment.

b. In determining whether alleged conduct constitutes sexual harassment, the Commission will look at the record as a whole and at the totality of the circumstances, such as the nature of the sexual advances and the context in which the alleged incidences occurred.  The determination of the legality of a particular action will be made from the facts, on a case by case basis.
c. Applying general Title VII principles, an employer, employment agency, joint apprenticeship committee or labor organization (hereinafter collectively referred to as “employer”) is responsible for its acts and those of its agents and supervisory employees, with respect to sexual harassment regardless of whether the specific acts are complained of were authorized or even forbidden by the employer and regardless of whether the employer knew or should have known of the occurrence.  The Commission will examine the circumstances of the particular employment relationship and the job functions performed by the individual in determining whether an individual acts in either a supervisory or agency capacity.
d. With respect to the conduct between fellow employees, and employer is responsible for acts of sexual harassment in the workplace where the employer (its agents or supervisory employees ) knows or should have known of the conduct and fails to take immediate and appropriate corrective action.  In reviewing these cases the Commission will consider the extent of the employer’s control and any other legal responsibility which the employer may have with respect to the conduct of such employees.

e. Prevention is the best tool for the elimination of sexual harassment.  An employer should take all steps necessary to prevent sexual harassment from occurring, such as affirmatively raising the subject, expressing strong disapproval, developing appropriate sanctions, informing employees of their right to raise, and how to raise the issue of harassment under Title VII, and developing methods to sensitize all concerned.

f. Other relating practices:  Where employment opportunities or benefits are granted because of an individual’s submission to the employer’s sexual advances or requests for sexual favors, the employer may be held liable for unlawful sex discrimination against other persons who were qualified for but denied that employment opportunity or benefit.  *The principles involved here continue to apply to race, color, religion or natural origin.
It is the responsibility of each employee to ensure that his/her conduct does not include or imply harassment in any form.  However, if harassment or suspected harassment has taken or is taking place, the following will apply:

a. An employee subject to harassment is encouraged to promptly notify his/her supervisor, if harassment involves the supervisor, the employee should report to the next level of management.  As an alternative, the employee may contact the human resource manager if available within the agency.

No promise of absolute confidentiality can be made although an attempt will be made to resolve the problem without drawing attention to the employee reporting the situation.

b. Any superior who receives a report or has knowledge of harassment shall inform the Executive Director or the Human Resources Director promptly because the employer may face legal liability due to the conduct of the harasser.

c. Each complaint shall be fully investigated and documented in personnel file(s) by the Human Resource or Executive Director and a determination of the facts shall be made on a case by case basis.  The Executive Director or Human Resources Director will take action that they believe is appropriate to deal quickly and effectively with the situation, minimize harm and prevent reoccurrence.
d. Immediate disciplinary action will be taken against any employee engaging in sexual harassment.  Such action may include, depending on the circumstances, suspension, demotion, or discharge.

e. It is the responsibility of the Human Resources Director or Executive Director to report back to the victim(s) of harassment promptly after the corrective action has been taken.

WHEELS ON THE BUS, INC.

HIRING PROCESS

Applicants will be pre-screened to assure that they meet the basic Agency hiring criteria.  Client needs are determined and employees with specific qualifications are hired to meet those needs.  As of September 1, 2008, all employment is contingent on the following criteria:
1. Must be 18 years of age or older

2. Must have the legal right to work in the US
3. Must pass all screening and interview procedures

4. Must have all pre-requisites and have completed all training

Procedure
1. Applicant initiates the hiring process at the Agency office.

2. The completed application is reviewed thoroughly with the applicant to determine applicant’s eligibility to continue the hiring process.

3. Once the decision is made to hire the applicant is determined, the applicant can begin submitting the required paperwork and completing any further training necessary
4. The following items must be included with the application:

License verification-original licenses/certifications/registrations and other professional credentials will be visually inspected and verified through the state or other appropriate agencies.

a) Picture identification, with signature, is required to confirm the identification of the person presenting the license/certification/registration.

b) Duplication of licenses/certifications are made and placed in the applicant’s file.  

c) If duplication of the license or certification is not permitted the license or certification number and date of expiration must be reviewed for accuracy against the application.  Documentation of this verification is placed on the application in the space designated and initialed by the reviewer.

Orientation Acknowledgment Agreement-signed at completion of Orientation (this document is relative to Confidentiality and Abuse of Company Property).

Job Description- reviewed and signed at orientation.

Upon the decision to hire is made by the agency, the employee must then complete the following necessary forms required for payroll services:

W-4, State Tax Form and I-9 Form

WHEELS ON THE BUS, INC.

ORIENTATION ACKNOWLEDGEMENT

The intentional, misuse, abuse, distribution, theft or misappropriation of company or client property will be grounds for immediate dismissal.

The intentional interference with another employee’s performance of his/her job or task will be grounds for immediate dismissal.

Client’s confidentiality must be maintained at all times.

I HAVE READ AND UNDERSTAND THE AGENCY’S POLICIES AND PROCEDURES STATED IN THE HANDBOOK.

___________________________

Print Name
___________________________
Signature

Date:  _____________________
WHEELS ON THE BUS, INC.

EMERGENCY PLAN

Wheels on the Bus, Inc. is committed to the health and safety of its staff and consumers.  Wheels on the Bus, Inc. will cooperate with all national, state and local public safety agencies in the event of local or national emergency.

Fire, Flood, or other Natural Disaster
Wheels on the Bus, Inc. and its staff understand its moral, ethical and contractual responsibility as it relates to providing care to its consumers.  In the event of an emergency (Fire, Flood, Natural or otherwise) staff are required to do the following:
I. Contact emergency personnel and request assistance as appropriate, i.e. fire, rescue, law enforcement (911)

II. Contact immediate supervisor or on call personnel to report emergency and provide current status of emergency situation.

III. Immediate supervisor or on call personnel must ensure the consumer’s family (if applicable) and DDD personnel are contacted to report incident and status of situation.

IV. Staff must remain on site and attend to consumer, even if the consumer is being attended to by emergency personnel unless instructed by said emergency personnel to stand back; staff must maintain the consumer in their visual field at all times if at all possible.  In the event the staff member is instructed to leave by anyone other than Wheels on the Bus, Inc. management, he or she must contact their immediate supervisor or on-call personnel immediately.

V. Wheels on the Bus, Inc. staff are expected to remain with consumer(s) even if the emergency or disaster requires evacuation or relocation.

VI. In the event communication with Wheels on the Bus, Inc. is not possible, staff are to remain with the consumers at all times and contact immediate supervisor or call on call personnel as communication becomes available.

VII. Staff are expected to advocate for consumers and make emergency personnel aware of the consumer’s needs.
Pandemic Management:

In the event of a ‘pandemic’, “an epidemic of infectious disease spreading throughout the population”, such as smallpox, TB, etc.  H1N1, the swine flu, is projected to be a pandemic in the 2009-2010 winter, which would be the first pandemic since 1968.  On June 11, 2009, WHO (World Health Organization) raised the pandemic level for H1N1 to its highest, a level 6.  

For more information on this particular virus and pandemic, refer to:
www.pandemicflu.gov/plan/stateplans.html
or copies can be provided upon request.

Wheels on the Bus, Inc’s ‘lead’ for this and any pandemic is Colette Marotto, current director of Respite and Habilitation services.  His roles and responsibilities include staying abreast of the latest pandemic warnings and information through the WHO and the state website named above.  He will implement the following plan and be the contact person for any questions:

1. Employees will fill out the ADA-compliant Pre-Pandemic Employee Survey in order to ensure that Wheels can continue to provide service to its clients should employees need to be absent from work due to the pandemic.  Richard will complete and update all surveys.

2. Identify back-up caregivers for all clients serviced by employees who answer yes to the survey and who therefore are at-risk for sudden inability to care for their client due to pandemic episodes (ie closing of childcares, caring for a relative at-risk for said pandemic, etc).  
3. Orient all back-up caregivers to the client(s) they may have to care for in such a case.

4. Inform the families or caregivers of all clients of this possibility and obtain their consent for the back-up caregiver.  Provide them with his/her phone number and  name in writing.

5. Upon event of such substitution, ensure that all consent and provisions in number 4 are in writing and signed by the family/caregiver of the client.

6. Internally, Richard will ensure that all supplies are up to date to allow the business to run for at least 14 days without needing to re-supply.

Due to the nature of our business, direct care of a disabled person, telecommuting is not an option for respite and habilitation providers.  If the provider needs to miss work due to a pandemic episode, he/she is not entitled to compensation for missed hours.  There is no guarantee that his/her client will wait for him/her to be able to return to work.  There is no guarantee that his/her client will not choose another caregiver or provider; his/her right to choose has precedence in all cases.

Colette Marotto, named lead for pandemic episodes can be reached at 480 242 5903 or colettemarotto@yahoo.com.  
It is a serious violation of Wheels on the Bus, Inc.’s policy to leave a consumer unattended during an emergency and under certain circumstances could be considered abuse and neglect punishable by law.

I have read and understand Wheels on the Bus, Inc.’s emergency plan and agree to abide by the policies and procedures within the plan.

___________________________

Print Name

___________________________



Date​​​​​​​​​​​​​​​​​​​​​​_____________
Signature
B. CLIENT POLICIES

WHEELS ON THE BUS, INC.
CLIENT RIGHTS

As a client cared for by Wheels on the Bus, Inc., you have the rights that include, but are not limited to the following:

1. To have access to services regardless of race, color, religion, sex, age, gender preference, national origin, handicap or decision regarding advanced directives.

2. To be fully informed at the time of admission of these rights and responsibilities.  Information shall be communicated to you in language you can reasonable understand.
3. To be fully informed, orally and in writing, prior to or at the time of admission of services available in the agency, of related charges and if you will be responsible for payment.

4. To be informed of financial benefit, if any, to the referring organization when he/she is referred to another organization, service or individual.

5. To be informed, orally and in writing of any change in charge and/or payment responsibility.

6. To be fully informed in advance about the care to be provided by the agency (unless contraindicated), to be fully informed in advance of any changes in the care to be provided by the agency, and to participate in planning the care.

7. To refuse treatment and to be informed of the possible consequences of such refusal.

8. To be assisted, along with your family, to carry out physician’s instructions about your illness so that you/your family can understand and assist in the care provided.

9. To be assured of confidentiality regarding your care.  We may submit information to third parties, only with your approval.

10. To be treated with consideration respect and full recognition of dignity and individuality, including privacy in care for personal needs and for personal property.

11. To have your communication needs met.
12. To be assured that personnel who provide care are qualified through education and/or experience to provide the services for which they are responsible, and to be assured that these personnel work under qualified supervision.

13. To voice grievances with respect to care that is (or fails to be) furnished, to be involved in the resolving of ethical issues , or to recommend changes to the agency, the patient/family may contact:

Agency Administration: (480) 242-5903

Se habla espanol
__________________________




_____________

Provider Signature






Date
WHEELS ON THE BUS, INC.

CLIENT RESPONSIBILITIES

1. To provide (to the best of your knowledge) accurate and complete information about present illness-related complaints, past medical history, hospitalizations, medications and any other pertinent information relating to the care to be provided.
2. To sign the required consents and releases.
3. To provide a safe home environment in which services can be rendered.
4. To protect your valuables by storing them in an appropriate manner.
5. To report unexpected changes in your condition to the physician responsible for the management of your care, and report these changes to the agency.
6. To accept the consequences if you refuse home care services.
7. To be considerate if the rights of agency personnel, to be considerate and respect the property of agency personnel and the agency, agree to accept all caregivers without regard to race, color, religion, sex, age, gender preference, handicap or national origin.
8. To assure prompt fulfillment of financial obligations for care provided by the agency as requested by the client.
9. Provide a copy of advance directives, if it exists.
WHEELS ON THE BUS, INC.

ARS 36 551.01 CONSUMER RIGHTS

A. A developmentally disabled person in this state shall not be denied as the result of the developmental disability the rights, benefits, and privileges guaranteed by the constitution and laws of the United States and the constitution and laws of this state. The rights of developmentally disabled persons which are specifically enumerated in this chapter are in addition to all other rights enjoyed by such persons. The listing of rights is not exclusive or intended to limit in any way rights which are guaranteed to the developmentally disabled under state and federal laws.

B. Every developmentally disabled person has the right to protection from exploitation and abuse on the basis of a developmental disability.

C. Every developmentally disabled person who is provided residential care by the state has the right to live in the least restrictive alternative, as determined after an initial placement evaluation has been conducted for that person.

D. Every school-age developmentally disabled person has the right to receive publicly-supported educational services in accordance with the applicable specific education laws of the state.

E. An employer, employment agency or labor organization shall not deny a person equal employment opportunity because of developmental disability except under both of the following circumstances:

1. The denial is based on a bona fide occupational qualification reasonably necessary to the normal operation of the particular business or enterprise.

2. The person's developmental disability significantly impairs the person's ability to meet the qualifications for the position in question.

F. An owner, lessee, sublessee, assignee, or managing agent of or other person having the right to sell, rent or lease any real property or agency or employee of that person shall not refuse to sell, rent or lease to any person or group of persons solely on the basis of developmental disability.

G. Any developmentally disabled person requesting to be provided with developmental disability programs or services has the right, prior to receiving programs or services, to receive a placement evaluation to determine the need for developmental disability services and to determine the appropriate services for such person.

H. Developmentally disabled persons have the right to presumption of legal competency in guardianship proceedings.

I. Developmentally disabled persons have the right to fair compensation for labor.

J. Each client who has been accepted to receive developmental disability services has the right to receive a written individual program plan. Each plan shall be developed by appropriate department personnel with the participation of the client and the client's parent or guardian, if any, and shall be based on the relevant results of the placement evaluation.

K. Every client has the right to periodic review of the individual program plan to measure progress, to modify objectives and programs if necessary and to provide guidance and remediation techniques.

L. Each client and each parent or guardian of a minor client or the guardian of an adult client has the right to participate in the client's initial placement evaluation and periodic evaluations and to be informed in writing of the client's progress at reasonable intervals. Whenever possible, the responsible person shall be given the opportunity to decide among several appropriate alternative services available to the client from the service provider.

M. The responsible person has the right to withdraw the client from developmental disability programs and services unless the client was assigned to the department by the juvenile court. If a client is assigned pursuant to section 36-559, subsection D, the client shall seek and receive the court's permission before the client may withdraw.

N. Clients have the right to be free from mistreatment, neglect and abuse by service providers.

O. Each client has the right to be free from unnecessary and excessive medication. Medication shall not be used as punishment, for the convenience of the staff, as a substitute for an individual program plan, or in quantities that interfere with the client's individual program plan. Prescription-only medication for each client shall be authorized only by the prescription of a physician and the administration of such medication shall be directed by a physician.

P. On admission for developmental disability services, each client and the client's parent or guardian, if any, shall be given written notice, if possible, and oral notice in their primary language, in a manner which can be easily understood, of the rights included in this chapter, including the right to administrative reviews. If written or oral language is not the primary mode of communication of the client or the client's parent or guardian, notice shall be given to that person in the primary mode of communication, if possible. However, if a client is manifestly unable to comprehend these rights, notice to the parent or guardian of a minor client or to the guardian of an adult client shall be sufficient.

Q. Developmentally disabled persons who are residents in residential programs operated or supported by the department have the right to a humane and clean physical environment, the right to communication and visits and the right to personal property.

R. A developmentally disabled child has the right to appropriate services that are consistent with the child's written individual program plan. These services do not require the relinquishment or restriction of parental rights or custody except as prescribed in section 8-533. These services are subject to available appropriations if they are not mandated by federal law.

S. Any developmentally disabled person or the parent or guardian of a developmentally disabled person who believes that his rights, as established by this chapter or by the Constitution of the United States or the Constitution of Arizona, have been violated has a right to petition the superior court for redress unless other remedies exist under federal or state laws.
WHEELS ON THE BUS, INC.

CLIENT CARE POLICIES
Client Incident Reports

Any incident involving the client or their property must be reported immediately to the agency Executive Director.  A client report form is to be filled out by the person witnessing or discovering the event.  All incidents relating to the client’s care are to be reported to the agency.  Examples of incidents that should be reported are:

*Falls

*Medication errors

*Drug reactions
*Reports of missing personal property
*Angry or abusive clients, regardless of to whom, the abuse is directed

*any injury to a client

If you have any doubt whether an incident should be reported-report it.  Your supervisor or Director is to guide you in completing the incident report forms and before documenting the information in the client’s daily progress note or other medical record.

IN CASE OF EMERGENCY, THE CLIENT SHOULD NOT BE LEFT UNATTENDED EXCEPT FOR PLACING A PHONE CALL TO **911**.

If it is determined necessary by the employee, a nurse, supervisor or director, or the physician, that the client’s condition is too serious for any delay, you are to call **911**

If not present, the family is to be notified of the incident after the patient is stable and the responsibility of safety and treatment is turned over to another health care professional, such as paramedics.  Pertinent documentation regarding the emergency situation is completed when the client is stable and comfortable, emergency medical services have arrived, and Wheels on the Bus, Inc.’s employee is no longer responsible for the client.
ENTERING A CLIENT’S HOME

When you have accepted an assignment, you will be given the client’s address, phone number, and any pertinent information regarding the client’s care.
A call is to be placed to the client or contact source informing them of the time you expect to be there.

When entering a client’s home, always identify yourself.  In some cases, the key may be at a neighbor’s house, or under the mat.  Never accept a key without the approval of the agency’s Director.

You should never bring family or friends into the client’s home.

No one at home- If you arrive at the client’s home at the pre-scheduled time and there is no answer, contact your supervisor or Director for instructions.

Service Locations- Services are provided in the client’s place of residence.  The client’s “residence” may include their home, their place of business, a family member’s home, a senior housing facility, etc.  If services are requested at any other location, call your supervisor for instructions.  NEVER transport a client to your home for care unless your home has been prior-approved for respite services and the legal guardian is aware of the arrangement.
RESOLVING CLIENT CONCERNS/COMPLAINTS
The policy for resolving complaints is as follows:

1. Caregivers are to document any complaint made by the client, their representative, or co-workers regarding inappropriate behavior or performance.

2. The complaint is discussed with the caregiver/employee who is requested to respond to the issue.  If the complaint is basically due to client/employee communication problems, an Executive Director will intervene to help resolve the issue.  If the complaint involves performance or judgment issues, a question of ethics, or competency, or failure of the employee to fulfill Wheels on the Bus, Inc.’s standards of service, action will be taken to resolve the issue in the interest of the client’s safety, and Wheels on the Bus, Inc.’s employee’s continued employment.
3. Recommendations for further education and training may be made if the complaint arose over a performance or nursing issue.  Disciplinary action up to and including termination may also result.
PARKING
Always obey parking laws when parking your car at a client’s home.  The agency will not pay for parking violations.  If your vehicle leaks fluids, do not park in the client’s driveway. It is best not to park in the client’s driveway unless given permission to do so.
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FRAUD AND ABUSE

Wheels on the bus, Inc. adheres to all applicable laws as they relate to child, elder and dependent adult fraud and abuse.  Fraud and abuse can arise from several sources: health care providers, family members, friends and neighbors.

Definitions:

Fraud: mainly fraud as if refers to “financial abuse”-this was previously referred to as Fiduciary Abuse.  Financial abuse means abuse by a person who stands in a position of trust and confidence to the elder, and takes or uses the elder’s money or property for personal gain or any purpose not lawfully required to accomplish the purpose of the position of trust.  The definition of financial abuse is not limited to persons who are considered to be in a legally defined fiduciary role such as a conservator or real estate broker.

Abuse: the intentional and non-therapeutic infliction of pain or injury or any persistent course of conduct intended to produce mental or emotional distress, any act that constitutes a violation of the prostitution or criminal sexual conduct statutes.
Neglect: failure of a caretaker to supply the child, elder or dependent adult with necessary food, clothing, shelter, health care, or supervision, or the absence or likelihood of absence of necessary food, clothing, shelter, health care, supervision for a child, an elder, or dependent adult.
Relationships of families in crisis often deteriorate.  Illness constitutes a major emotional, as well as physical, threat.  Responses vary from anger and bitterness to guilt and depression.  Outward manifestations of frustration and pain may be inappropriate and lead to destructive physical and mental behavior.  As care providers, employees must always be alert to signs of abuse and neglect and intervene appropriately.

Prevention in the form of providing and planning services that promote a healthy outlet for emotions is the best approach.  Assisting the family (and client) to establish realistic expectations will also help reduce frustration.
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If you suspect abuse, you must report it to an Executive Director and to the proper authorities which may include CPS, DDD and the police, at once.  Remember: not all abuse is physical.  Signs and symptoms that could indicate abuse might include but are not limited to the following:

	Bruises
	Threats

	Lacerations
	Insults

	Fractures
	Harassment

	Burns
	Withholding security, affection

	Physical restraints
	Harsh orders

	Malnutrition
	Refusing friends/family to visit

	Dehydration
	Harsh punishments

	Unclean bedding and clothing
	Lack of/withholding medication

	Lack of warmth
	Lack of adequate caregivers

	Lack of food, clothing
	Unsafe living conditions


Suspicion of client complaints of abuse committed by an agency employee will result in suspension until the matter is investigated.  Should the suspicion prove true, the agency will terminate the employee at once and participate in any legal proceedings required.

Any form of abuse, whether physical or financial, will give rise to criminal prosecution as well as civil prosecution by the client or their family.  Wheels on the Bus, Inc. is committed to fully assist the client and/or family in order to bring individuals to justice who has broken these laws.

WHEELS ON THE BUS, INC.

CARING FOR CULTURALLY
DIVERSE PATIENTS AT HOME

Policy: Wheels on the Bus, Inc. will ensure that all employees have received information and orientation on how to care for people of a different and diverse culture.  Wheels on the Bus, Inc. does not discriminate based on the client’s culture and the intent is to help avoid misunderstandings and enable the agency’s caregivers to provide better care.

Procedure: Cultural diversity is a very broad concept and therefore Wheels on the Bus, Inc. has chosen to discuss the following issues which may arise when treating culturally diverse clients in their homes in an effort to increase awareness.
LANGUAGE
Language is a common problem when the caregiver tries to communicate with a client who does not speak English and the caregiver does not speak the client’s language.  In this case as interpreter may be used, however, using an interpreter could also be a problem as in some cultures, as in most Asian cultures, it is viewed as inappropriate for a young person to tell an older person what to do.  It is best for the caregiver to ask a family member to convey the instructions to the client.

EYE CONTACT
 In Anglo-American culture, eye contact is an important component of direct and honest communication, and avoiding eye contact is often interpreted as being dishonest, having psychiatric problems or at the least withholding information.  Such beliefs are likely to be incorrect if the person being cared for is Asian, Middle Eastern, Native American or possibly Hispanic.  In these cultures to look someone directly in the eye implies equality and thus direct contact shows a lack of respect.  Many Hispanics avoid eye contact as a way of showing respect, although Latin cultures lack the hierarchy common to most Asian cultures.
In many Eastern cultures, eye contact is avoided between men and women.  Direct eye contact may be interpreted as being sexually suggestive and this take care to avoid the situation.  Native American cultures believe the eyes are the window to the soul and if you look someone directly in the eye, you could steal their soul, or they could steal yours.

Caregivers must be careful not to misinterpret the significance of lack of eye contact.

GENDER
In the Middle Eastern cultures it is forbidden for a man to look at the body of a woman to whom he is not married to.  It is important that they agency sends out only same-sex providers to these clients’ homes.  In the Anglo-American culture it is important that a client or patient make their own decisions, but in a Middle-Eastern culture or even with Hispanics, it is the role of the husband to protect the wife and they make the decisions.

This is not seen as being sexist or oppressive, but rather the wives value their protection and care.  If a female home care provider senses there is essential information that is being withheld due to the presence of the husband, she should request and insist she has private time with the client.  Otherwise, it is best to respect the client’s culture and inform the agency of the problem.

TOUCHING
There are many different comfort levels amongst individuals when it comes to being touched, but there exists some cultural patterns.  In the Middle Eastern cultures, touching between members of the opposite sex is to be avoided, especially touching of females by males.  This is also true of the orthodox Jewish religion.  Most Asians in general do not like being touched and physical contact is infrequent.  Most Hispanics on the other hand, will probably feel quite comfortable with hands-on care.

Caregivers must realize that this practice of touching was developed in the context of Western nursing culture, and may not be appropriate for all ethnic groups.

FOOD
Food in this issue is not about the preparation of food for the client, although the caregiver must find out what they like to eat and cook it their way, but rather is to understand the rules in respect to accepting food from the client and/or the family.

For example, in an African American home food should be accepted immediately, especially if the visitor is Anglo American.  Refusal of food may be interpreted as evidence of racism given the long history of racial discrimination in this country.

Iranians expect food to be accepted on the second offer, whereas the Chinese expect the food to be accepted on their third offer.  To accept sooner is seen as rude.  Anglo Americans will more than likely not make a second offer if refused on the first try.

PSYCHOSOCIAL CARE
The psychosocial aspects of nursing and taking care of clients are very important in American culture and to patients who expect the health care workers to show personal interest.  However, in other cultures this is seen as inappropriate and intrusive.  For example, in the Philippines health care workers are trained only for technical nursing care.  Clients may complain that the agency send someone different than a Filipino caregiver because she is too cold or reserved, when in reality the Filipino caregiver is just trying to behave appropriately.  Too often it is assumed that the foreign worker will somehow “just know what to do”.  Both the client and the caregiver deserve to be informed of each other’s differences.
The agency must take care that the above issues don’t become issues of racism.  The agency must decide whether patient satisfaction is more important than the attitudes that promote racism.  The client should be told the agency has sent the best person for the job.

(Source: Galanti, Geri-Ann, Caring for Patients from different cultures, 1997)

C. EMPLOYEE/CAREGIVER POLICIES
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CORE VALUES
1. To have integrity and the highest respect for clients, vendors and all employees

2. Embrace technology and other ways to be productive and efficient.

3. Everything should be treated with a sense of urgency even if there is no apparent deadline-swiftly but safely.

4. The client is our ultimate boss and the only reason we exist.

5. Provide opportunities to let people work hard, have fun, and share in the success of the business.

6. Cynicism is forbidden and attention to detail is imperative.

7. Think and work as a true team with accountability and transparency in all departments, knowing that lack of commitment in one area will negatively affect another.

8. Have passion for what you do, continuous learning and awareness are encouraged and expected.
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EMPLOYEE RIGHTS

As an employee of Wheels on the Bus, Inc., you have the rights that include, but are not limited to the following:

1. Wheels on the Bus, Inc. will recruit, hire, train and promote persons in all job classifications, without regard to race color, religion, sex, age, national origin, handicap or veteran status.
2. Wheels on the Bus, Inc. will ensure that all personnel activities, such as compensation, benefits, transfers, layoffs, returns from layoff, recreational programs, will be administered without regard to race color, religion, sex, age, national origin, handicap or veteran status.

3. To have a formal grievance procedure in place from which the employee can submit a formal complaint or bring concerns and suggestions to the agency.

4. To be presented with an employee handbook outlining the agency’s policies and procedures.  These policies and procedures will delineate the employee’s responsibilities to the agency such as proper documentation, submission of paperwork and deadlines, payroll procedures, hiring processes, etc.

5. Wheels on the Bus, Inc. will provide detailed job descriptions upon hiring of employee.

6. To be treated with consideration, respect and full recognition of dignity and individuality.

7. To have your communication needs met.
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EMPLOYEE CONDUCT

Wheels on the Bus, Inc.’s employees are expected to act responsibly and abide by all applicable laws, regulations, policies, procedures and instructions of the agency and supervisory personnel.  The agency has determined that the following activities (although not all-inclusive) are, by their very nature, harmful to the successful operation of this agency.  Therefore, non-compliance may be grounds for disciplinary action, up to and including termination.
1. Stealing, destroying or damaging property of the agency, its clients, their families, or personnel.

2. Failure to follow direction given by agency or being insubordinate to supervisors.

3. Failure to conduct self in an orderly, moral, or decent fashion.

4. Possessing or consuming intoxicants or drugs while acting as agency representative.  Reporting to, or attempting to work while under the influence of alcohol, drugs, or narcotics, or in a physical condition making it unsafe or unsatisfactory to continue working.

5. Discussing personal problems with clients, or accepting any gratuities or loans from clients, regardless of the value.
6. Disclosing anything of a personal or medical nature concerning a client at any time, either inside or outside the office, unless specific work duties require the exchanging of such information.

7. Spreading rumors that could be detrimental to the Agency, including unsubstantiated gossip directed against a manager or co-worker.

8. Failure to exercise proper custodial responsibility for Agency property assigned to your care (i.e. permitting another person to use Agency keys to enter Agency or client’s property without proper authorization).

9. Possessing firearms or other weapons on Agency’s or client’s property.

10. Disregarding Agency directions and/or instructions.

11. Failure to comply with safety, fire, or infection control rules and regulations.

12. Tampering with safety devices or equipment.

13. Performing personal work on Agency time while on duty in a client’s home.

14. Using the Agency or client’s telephone for personal calls.

15. Fighting or using profane or abusive language during work hours, on either Agency or client property.

16. Being verbally or physically abusive toward any client, family member, physician, or employee of the Agency.
17. Gambling on working hours, on either Agency’s or client’s property.

18. Being inefficient, incapable, and/or negligent in the performance of assigned duties.

19. Delaying or restricting the productivity of others.

20. Altering, falsifying, or making an unlawful misstatement of the facts on any patient record, work record, employment application, or any other official record.

21. Misrepresenting reasons for requesting time off from work, or other leave of absence.

22. Failing to return to work as scheduled following an authorized absence or vacation.
23. Failing to withdraw from r report outside activities or interests that conflict with, distract from or adversely affect the interests of the Agency.

24. Failing to report to work as scheduled and failure to call in, will be filed in the record as a “no call, no show”.  One “no call, no show” will be considered a voluntary resignation.  If circumstances are beyond the employee’s control, the employee is to contact the office as soon as possible.  The Director will assess the situation and make a decision regarding the employee’s continued employment.

25. Excessive absenteeism.  Failing to observe agreed upon hours and schedules including scheduled overtime.

26. Failing to promptly report an accident or injury on Agency property, client’s property, or while conducting Agency business.

27. Violating Agency policies and procedures.

28. Failing to report obvious or serious violations to the Director.  Failing to work cooperatively with co-workers, supervisors or clients.

29. Disregarding client or other’s rights.
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AGENCY & CAREGIVER POSITION PROCEDURES

Change of address or personal information

If an address change takes place, you must complete a Change of Address form as soon as possible so that we are able to contact you for assignments or to notify you of any changes.  You must also notify us of any changes to your telephone numbers, contacts or any other pertinent information related to your ability to perform your assigned job duties.

Disciplinary Action:

The management of Wheels on the Bus, Inc. sometimes may find it necessary to take disciplinary actions towards caregivers, and employees in order to maintain our standards of job performance and conduct.  Most actions are documented and proceed in this manner:

1. First time incidents will result in verbal warning and discussion.

2. Second incidents will result in written warning from the immediate supervisor and possible discussion.

3. Should a third incident occur, the caregiver/employee can be dismissed at the discretion of management

Wheels on the Bus, Inc. reserves the right to dismiss you without using the above course of disciplinary action when circumstances warrant immediate dismissal, such as a “no-call, no-show” situation. 

Supervisory visits
Supervisory visits may be performed after the first 90 days of continuous and active employment to evaluate performance during this probationary period.  Supervisory visits will be performed more often as required by contractual obligations.

Sick and personal Leave

If you are going to need a leave of absence, you must consult with Wheels on the Bus, Inc. For sick days, allow a minimum of 4 hours notice to inform office.

Time-Off

If it is necessary for you to take time off for an appointment, you will miss the whole shift for that day, unless it is not in conflict with your shift or the client’s needs.  You must call the office when making arrangements to take time off.  Do not contact another caregiver to cover your shift; this needs to be done through the office only.  The office will make sure that your shift is covered by another caregiver that matches the client’s needs.

Mileage

Wheels on the Bus, Inc. does not reimburse for mileage.  If you are requested to go on an extended distance a form of compensation may be offered to you at our discretion and will be discussed with you prior to you accepting the assignment.  In the cases where the client accepts our mileage rate, then the caregiver will be reimbursed at the client’s rate.  Mileage is NOT paid for any State-Funded case, such as attendant care cases.
In-Service Meetings

In-Service meetings are informal and informative mini-workshops designed to assist the caregivers in improving their abilities and skills.   We encourage you to attend these in-services to also give you an opportunity to meet your fellow caregivers.

Case Meetings

Case meetings will be held when it is necessary to resolve any problems either with the client, the client’s family or a fellow caregiver.  These meetings will include all caregivers who are currently on the case and any immediate supervisors.

Progress Notes, Daily Logs and Timesheets
Notes, logs and timesheets are due into this office on a bi-monthly basis.  Please get into the habit of dropping off your paperwork or faxing to the office twice a month.  Timesheets must be signed by the client as verification that services were provided and that they are in agreement with the total hours worked and being submitted by the caregiver for payroll.  The agency utilizes these reports to also bill for services to the client.  Wheels on the Bus, Inc. will at times randomly call clients to verify the dates, etc.
Payroll/Direct Deposit

Payroll will be Direct Deposited by the 8th and 23nd of each month.  If payroll falls on a weekend or holiday, the Direct Deposit will be issued the following business day. Sometimes we may be able to complete payroll before the scheduled payday (if it falls on a weekend or holiday) if the payroll company receives the information on time.  (See attached payroll information sheet for more details).
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DRESS CODE

Personal appearance is an extremely important aspect of an employee’s overall effectiveness.  Employees are expected to be neat, clean, and well-groomed at all times.  If an employee is found to be not in her/his proper attire or personal appearance is not appropriate, the Executive Director has the responsibility and authority to remind and/or counsel the employee.  Employees grossly inappropriately dressed for work may be asked to go home and change into appropriate clothing.
ATTIRE: Either business casual clothes, uniforms or scrubs, lab coats may also be worn.  Dress code will also comply with the client’s wishes.  Agency prefers that caregivers wear the agency’s shirts with logo when provided.  Appropriate undergarments must be worn at all times.  

Cosmetics: Cosmetics are to be used moderately.  Abstain from wearing “strong” perfumes.  Underarm deodorant is a grooming essential.
Fingernails: Fingernails are to be maintained at a length not to interfere with performance of duties.  Nail polish is to be conservative, in color and design.

Hairstyles:  Hair is to be conservative in style and in good taste.  

Jewelry: Costume jewelry is not to be worn by personnel while caring for clients.  Post-style earrings may be worn, but no dangling earrings are permitted that could possibly interfere with the performance of the job.

Name Badges: When provided, personnel are required to wear the Agency I.D. badges at all time while on duty.
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CONFIDENTIALITY

It is a professional obligation to treat all matters regarding the patient/client in the strictest confidence.  Discuss the patient/client only with individuals who need the information to provide care.  REMEMBER: CONFIDENTIALITY IS A PROFESSIONAL OBLIGATION!!!
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DRUG-FREE WORKPLACE

Wheels on the Bus, Inc. and its employees are responsible for maintaining a safe, healthful, and productive work environment and for protecting Agency property, equipment, and operations.  The misuse or abuse of alcohol or drugs poses a serious threat to the agency, employees and clients.  The Agency has established a drug free workplace policy with regard to possession, use, distribution and sale of drugs or alcohol.

· The possession, use, distribution or sale of any illegal drugs or alcoholic beverages while at the workplace is prohibited.  Any exceptions to this policy regarding the use of alcoholic beverages at Agency sponsored events must be approved by an Executive Director.  Violation of this policy can result in disciplinary action including suspension or termination.
· If you are taking a legal drug that might impair your mental or motor functions or cause a safety risk, you must notify your supervisor prior to reporting to work.  A physician’s note may also be required.

· The Agency may remove employees from the workplace and require them to submit to drug/alcohol testing when there is a reasonable suspicion that they are under the influence or in possession of drugs or alcohol.

· Consent to submit to such testing is required as a condition of employment.  An employee’s refusal to testing can result in suspension or termination.

· The Agency reserves the right to require pre-employment drug screening as a condition of employment for new hires, re-hires, or recall employees.  Confirmed test results revealing the use of drugs will result in disqualification for employment.
From time to time, it may be necessary for administration to make unannounced searches for drugs or alcohol on Agency premises or other contracted families.  These searches may be made at any time and do not have to be based on reasonable suspicion.  Agency property includes, but is not limited to, desks and other furniture.  Reasonable searches of employees, contract personnel, or any other non-associate personnel may be conducted when circumstances or workplace conditions justify them.

Wheels on the Bus, Inc. is concerned about the work environment and the health of its employees.  Wheels on the Bus, Inc. prohibits smoking at all locations, including the client’s home.  NO SMOKING ANYWHERE or ANYTIME AT A CLIENT’S RESIDENCE.
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PROFESSIONALISM

Wheels on the Bus, Inc. believes in providing the highest quality patient care available.  It is essential that each caregiver make every effort to live up to the standards outlines below:

1. You are expected to be in proper attire at all times while on duty (see dress code)

2. Your Agency I.D. badge (if/when provided) must be worn while on duty.  It is the property of the Agency and must be returned if you leave the company.

3. Employees are to be well-groomed (see dress code) and exhibit a pleasant attitude while on duty.

4. Always be on time.  Allow time to park your car.

5. Frequent cancellations are noted by clients and may limit opportunities for work assignments.  They may also result in disciplinary actions by Wheels on the Bus, Inc.

6. It is essential that you adhere to the assigned schedule.  Leaving an assignment early is noted on your work records and will be reflected in your paycheck.
7. NEVER discuss salary with fellow employees or clients.  Other caregivers interested in learning about the Agency should be advised to call the branch office.  Refer clients’ requests for salary information to the office.

8. NEVER give your client’s telephone number to family or friends to contact you during working hours.  They may call the Agency. 

9. You are not to receive or make telephone calls from the client’s residence.  If there is an emergency, ask the client’s permission, and if permitted, you may call us and we will relay the message.  The Agency will charge the caregiver for any long distance calls made from the client’s residence.

10. Agency employees may not accept gifts or solicit from the client or his/her family.

11. Falsification of records is grounds for termination.

12. Avoid discussions of politics and religion.  You will NOT discuss personal or business matters with the client or the client’s family.  This includes problems with family, friends, employer or any other types of personal or business issues.  Caregivers are to keep all personal matters to themselves.

13. NO SMOKING ON ANY SHIFT EVEN IF IT IS APPROVED BY THE CLIENT.
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CAREGIVER TRAINING PROGRAM
I. Orientation-new Staff/Caregivers
A. Review, describe and read the company policies and procedures.

B. Introduction to and presentation from each Director within the Agency-familiarize staff with the appropriate chain of command ad responsibilities of each director.

C. Introduction of documentation forms, progress notes, time sheets, assessment and other forms.

D. Review of universal precautions, body mechanics techniques, hand washing techniques, fire safety, and additionally for nursing staff, sterile dressings, bag technique, etc.

E. Medication disbursement overview

F. Habilitation training, if required

G. Article 9, CPR, First Aide verification and/or certification

H. Review of client’s Rights and Responsibilities

II. Training and Continuing Education
A. Wheels on the Bus, Inc. has a habilitation program that is provided to employees that have no experience or insufficient experience in care giving.  The company reserves the right to charge the employee for this training.

B. In-services are performed on a regular basis on various subjects concerning the task of care-giving.  All employees will be expected to participate in the in-services regardless of experience.

III. One-on-One assistance and training as needed or requested.

IV. Inter-office memorandums or office communications are used for updates or changes in the policies and/or procedures.  The use of e-mails is encouraged whenever possible.

Any change affecting the staff and their performance are presented to staff in memorandum format, via telephone or in person.  Encourage staff to call agency frequently to maintain communication system is working.
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IMPORTANT POINTS TO REMEMBER

DO’S

1. Always be on time.  If you’re going to be late, call.  You must notify the office if you are not able to work (no call, no show, no job)

2. Make sure that you follow Universal Precautions.

3. Make sure you are respectful at all times (if you do not understand something, ASK)

4. Bring your own drinks-clients are not responsible.

5. If you have any concerns about the client’s safety or well-being, let the office know.

6. Dress like you are going to work, not the beach.  Short shorts, halter tops or tank tops, low-cut hip hugger jeans, and jeans or t-shirts with holes are not appropriate.

7. Always remember we are there to serve their needs, not ours.
8. Always wear your name tag when you are with a client (if provided).

9. Turn in your timesheets on a bimonthly basis (15th & last day of the month).  Paydays are the 7th and 22nd of each month.

DO NOT’S

1. Discuss your personal or medical problems with the client for any reason.

2. Discuss your wages, any dissatisfaction with your job or employer.

3. Talk on the phone/cell while working.

4. No smoking at or outside the client’s home while working your shift.

5. Take your pets to the job site.

6. Take care of personal business when you are at work.
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PAYROLL INSTRUCTIONS

Paydays are Bi-Monthly on the 8th and 23nd of each month.  The ultimate responsibility is YOURS to get your timesheet/billing and progress notes to Wheels on the Bus, Inc. by the dates specified.  The following is the procedure for getting paid on those days:

You must fax or scan and email your time sheets NO LATER THAN CLOSE OF BUSINESS ON THE 16TH OF THE MONTH TO RECEIVE A CHECK BY THE 23ND OF THE MONTH.   ANY PAPERWORK NOT RECEIVED BY THAT TIME WILL NOT BE PAID UNTIL THE NEXT PAYDAY (WHICH IS THE 8TH).
The last day of the month is for hours worked on/between the 16th and the 30th/31st.  You must fax or scan & email your time sheets to the office NO LATER THAN CLOSE OF BUSINESS ON THE LAST DAY (30TH/31ST) OF THE MONTH TO RECEIVE YOUR PAY BY THE 8TH OF THE MONTH.   ANY PAPERWORK NOT RECEIVED BY THAT TIME WILL NOT BE PAID UNTIL THE NEXT PAYDAY (WHICH IS THE 23ND.)

The fax number is 602 293 3500 and emails are Colette@wheelspediatrictherapy.com and Toni@wheelspediatrictherapy.com.  You must send us both your habilitation reports if applicable AND the SIGNED timesheets with the name of the client for each day you have hours for that client in order to be paid.

Employee Signature _________________________________
Date_______________

Witness __________________________________________

Date _______________
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DOCUMENTATION GUIDELINES

· Do realize the medical record is a legal record.  It can be used to defend you or prosecute you and your agency.
· Do be sure that the client’s name is on every page.  When a name is left off a document, you cannot prove the information on that document belongs to a specific client.

· Do time and date (with the year) all of the entries.  Recording the date alone does not allow the reader to establish the time of day the entry was made.  This is important when you do a daily or weekly summary, as something may happen after you have written the summary, and without the time noted, it will look like you forgot to document important information.
· Do show authorship for every entry.  You should sign your first and last name.  Do not use initials.  When you make an entry and do not sign your name, this gives other persons the opportunity to enter additional information that you may not want included with your comments.

· Do make all entries permanent.  It is never acceptable to use white-out or pens that allow the erasure of entry information.  
· Do make all entries as promptly as possible.  Even though late entries are acceptable, it is best to avoid late entries as they can arouse suspicion.  If you do need to make a late entry, date it, time it, and write “late entry”, then proceed to document what you need to.

· Do file all clients’ documentation in their file as soon as possible.  Do not hold on to your normal documentation for more than one week.  Any documentation that you do for abnormal findings, emergencies, etc., should be reported to the office and turned in to the office right away.  If unable to come to the office right away, call the office and have the office representative document what you are reporting.  Then document that you have notified your supervisor.  Make sure you write the name of the person down that you spoke to in your documentation.
· Do write legibly and use correct grammar and spelling.  Always remember that the medical record is subject to being scrutinized by a jury.  Imagine having your notes displayed on a large screen for everyone in the courtroom to view.  Professional competence could be questioned if the professional rendering the care cannot spell or produce a note that communicates to others what is happening with the client.

· Do avoid omissions in the medical record-never skip lines and never leave blanks.  There are many forms with information to be filled in.  It is best that you do not leave any areas blank, but rather draw a line through so others cannot fill in information for you.

· Do correct mistakes carefully.  If you have made a wrong entry on the wrong chart, simply draw one line through the entry; sign your name, the date and time, and “Error” or “Mistaken Entry” or “Wrong chart” above the line.  Do not obliterate or cover the error so it is unreadable.

· Do avoid vague terms such as “appears”, “seems”, “uncooperative”, etc.  Be specific and chart objectively what the client is doing, such as “clenching teeth and refusing oral care”, “swinging their arms and hitting the caregiver”, etc.  Objective charting means you only chart what you SEE, HEAR, SMELL, or FEEL with your hands.
· Do document what the client tells you or someone else tells you, but use exact words, and use quotation marks.

· Do document any significant teaching you did with the client and how you know that client understood what they have learned from you.

· Do document notification of doctor, family member, case manager, supervisor and any other changes in condition of the client.

· Do document any abnormal responses the client may have to medications or treatments.

· Don’t use the client’s files to document humorous remarks and/or express your opinions or feelings about your peers, supervisors, the client, the client’s family/friends, or any other professionals.  This type of documentation creates grounds for slander suits.
· Don’t document using words that appear to “label” the client.  Comments such as “hateful, rude, obnoxious, non-compliant, mean” can be used against you in court from angry or humiliated family members or clients.

· Don’t ever document for someone else or let someone else document for you.

· Don’t sign an entry for another person or have another person sign an entry for you.

· Don’t use abbreviation that others may not know.  Remember that you may be called upon years later to explain what the abbreviation means.

· Don’t document any tasks you have done until you have actually completed them.

· Don’t document any problems that you are having with other staff, the company you work for, or any problems that do not relate to the client’s care.

Format for Charting

APIE: Assessment, Plan, Implementation, Evaluation

AIR: Assessment, Intervention, Response

SOAP: Subjective data, Objective data, Assessment data, Plan
SOAPIE: Subjective data, Objective data, Assessment data, Plan, Intervention, Evaluation

SOAPIER: Subjective data, Objective data, Assessment data, Plan, Intervention, Evaluation, Revision

PIE: Problem, Intervention, Evaluation

CBE: Charting by Exception, Charting only for significant abnormal findings and what you did about it.

NO matter what system of charting you use, you can’t go wrong if you document with “FACTS” in mind:

F Factual: make sure all entries represent the facts

A Actual: Make sure all entries are accurate
C Complete: Make sure all entries are complete.  Do not leave the reader wondering what happened-an unfinished story

T Timely:  Make sure all entries are made timely-as close as possible to the time the event happened.
S Sensible:  Make sure all of the entries make sense-the reader can read and understand the details.

If you have a question about how to chart something-don’t hesitate to call your supervisor.

WHEELS ON THE BUS, INC.

ABSENCE FROM WORK/PROCEDURE FOR CALLING IN

When you accept a job from Wheels on the Bus, Inc., your client is counting on you to show up-and so are we!  If you know you are not going to be able to make it, you need to give Wheels on the Bus, Inc. as much notice as possible.

If you can’t make it to your job, you need to:
1. Notify Wheels on the Bus, Inc. and your client IMMEDIATELY.  We have voice mail in case we are out of the office during business hours, and an emergency number is left on the voicemail message for you to call and notify us that you are not able to go to a scheduled case. Not being able to go to a scheduled assignment IS AN EMERGENCY! Non-emergency issues/calls may be left on the voicemail recording and we will address them accordingly upon retrieval of daily messages.

2. If you know the client well, and their schedule is flexible, you can talk with the client and see if you can come another day instead. You do need to notify us to make a change in your schedule.

3. If you decide that you don’t want a particular job, YOU MUST NOTIFY Wheels On The Bus, INC. A minimum of one week notice is expected so that we can find someone to replace you.

4. NO SHOWS ARE UNACCEPTABLE UNDER EVERY CIRCUMSTANCE, AND ARE GROUNDS FOR TERMINATION. Caregivers with attendance issues will go to the bottom of the scheduling list.

WHEELS ON THE BUS, INC.

BASIC HOME SAFETY TIPS

Preventing Infection in the Home

· Wash hands before and after all aspects of patient care.
· Wash hands with soap and water for a minimum of 10 seconds
· Wear gloves when performing the following patient care activities
· Caring for open lesions or wounds

· Handling of body fluids, such as urine, stool blood, wound drainage

· Handling of soiled pads, linens or clothing

· Providing mouth care on a person with oral lesions

· Providing perineal care

· Place used disposable items (gloves, pads, dressings) in securely fastened plastic bags before putting them in the garbage with other trash (do not use glass or clear plastic containers).

· Use standard household detergents to clean household items and linens that have not been soiled with body fluids.

· Use a bleach solution (one part bleach to one part water) to clean items and surfaces soiled with blood or wound secretions.

· Add one cup of bleach to laundry detergent and water when washing soiled linen and clothing.
Preventing Falls in the Home
· Provide adequate light in hallways and stairs

· Avoid carrying vision-blocking loads, especially on stairs.

· Keep a night light in the bathroom

· Take special care to keep obstructions away from exits and passageways, as people are less watchful on well-travelled paths

· Do not use a “handy” chair when a stepstool would be safer.

· Clean up spilled liquids, lotion, oils, blood scraps and other slippery items.

· Use non-slip floor waxes.
· Have handrails on all stairways; preferably on both sides.  Have sturdy grab bars in the bathtub and shower.

· Remove throw rugs in the way of client’s path.

· Keep clothing and other items picked up especially in the bedroom.

· Keep sleeping pets out of traffic areas.

Fire Safety in the Home

· Have smoke detectors for ever level in your home, and test then at least once a month.
· Avoid wearing loose, flowing sleeves around flames.

· Turn pot handles away from stove front, but not over another burner.

· Keep grease containers away from the stove.

· Do not use water on a grease fire.  Keep baking soda by the stove to use on a grease fire.

· Open the oven door before turning on the gas to light it manually

· Place small stoves and heater where they cannot get tipped over

· Do not overload extension cords.

· Provide sufficient air space and circulation around television, refrigerators and other appliances.

· Keep a fire extinguisher near the kitchen and all exits in the home.

· Avoid using aerosols near flames or when smoking.

· Use only non-flammable cleaning fluids.

· Know that even fire-resistant clothing can burn.
· Avoid smoking in bed and around oxygen equipment.

Call an ambulance or go to the emergency room for:

· Unconsciousness

· Severe breathing difficulty

· Chest pain that does not stop

· Sever fall with suspected injuries and excessive bleeding

WHEELS ON THE BUS, INC.

UNIVERSAL PRECAUTIONS AGAINST INFECTIOUS DISEASES

WHAT ARE UNIVERSAL PRECAUTIONS?

Universal precautions are guidelines you can follow to help to prevent the spread of infection.  Follow these guidelines to protect yourself from infection if you are caring for someone with an infectious disease.  Hospitals, all health care facilities, and health care workers use universal precautions to protect patients, themselves, and other health care workers from the spread of infectious diseases.

Infectious diseases are caused by viruses, bacteria, parasites and fungi.  These organisms can be spread from person to person through:

· Blood and other body excretions

· Droplets breather, sneezed, coughed out from the nose or mouth

· Skin-to-skin contact

· Sexual contact

Universal precautions help protect patients and their family, friends and health care providers from infection.

WHAT PRECAUTIONS SHOULD I TAKE IF I AM CARING FOR AN INFECTIOUS PERSON AT HOME?

Gloves
· Wear latex medical gloves when:

1. You touch the infected person’s mucus membranes or affected skin or body fluids, such as blood, stool, urine, drainage from a wound, saliva or vomit

2. You handle items or body surfaces soiled with blood or body fluids

3. You perform procedures involving open sores or needles

4. You clean up around the area where you are caring for the patient

· If a glove gets torn or damaged, take your gloves off, wash your hands, and put on new gloves right away.

· Put new gloves on each time you perform a procedure.

· Do not wash gloves.  Discard them after each use in appropriate containers

Gloves are not a substitute for hand-washing.  Wash your hands after wearing gloves in case the gloves have been damaged.

Hand Washing
· Wash your hands immediately after you take your gloves off.

· If you get blood or body fluid on your hands or any other surface, wash your hands and the exposed part of your body immediately and thoroughly.

· Wash your hands immediately before and after each contact with the infected person.

Protective clothing (such as masks, goggles, gowns)

· Wear a surgical mask and eyewear during any task that may expose you to blood or other body fluids.  This can prevent exposure of your mouth, nose, and eyes to infection.
· Wear disposable gowns or aprons when blood or body fluids may splash.  If you wear a gown or apron, wash it according to the instructions given below for washing linens soiled with blood.

Safety Precautions with needles
· Do not recap or purposely bend needles.

· Discard needles in the way recommended by your health care provider.  Put used needles in a puncture-proof container.  Avoid overfilling the container.

Disposal of waste products and washing of soiled linens
· Discard disposable items soiled with blood in red plastic bags.  Use two bags, putting one inside another.  Make sure you follow your local health department’s instructions.

· Check with your health care provider and local health department before you pour bulk blood, suctioned fluids, excretions and secretions carefully down a drain connected to a sanitary sewer.

· Linens or clothing soiled with blood must be washed separately from other clothing.  Use detergent and germicide.  Follow your local health department’s instruction for safe washing and disposal of the water.

Guidelines for sterilization or disinfections
· Use chemical germicides registered with the Environmental Protection Agency for sterilization or disinfections.

· Ask your health care provider or local health department what chemicals are safe for home use.

· Use these chemicals only in the recommended concentrations and only with proper ventilation.

WHEELS ON THE BUS, INC.

DISPOSAL OF MEDICAL WASTE
All Medical Waste should be disposed of in accordance with state and local requirements.  The goal of these disposal methods is to reduce the risk of pathogens.

Type of Waste






Method of Disposal

Bulk or body fluids

· Urine, other drainage (Method A)
· Saturate dressing from wound or 


A. Discharge into a sanitary sewer 

Injury (Method B)




     system.

Sharps (respite and habilitation providers should NEVER touch or deal with sharps)
· Hypodermic needles (Method C)


B. Double bag dressings and place

· Hypodermic syringes with attached


     in outdoor trash can.

Needles (Method C)

· Disposable razors and razor blades

Used in medical procedures (Method C)


C. Dispose of in a puncture resistant
· Lancets (Method C)




container.  When full dispose of in
A sanitary landfill.
Isolation Disposable and paper items

· Gloves (Method B)

· Masks (Method B)

Other medical guidelines:
· No deep suctioning 

· No changing an in-dwelling Kangaroo pump

· No nebulizer use on a client PRN unless ordered on a schedule

· No behavioral PRN medication administration

· Pain medications may only be disbursed to a client if on a doctor-ordered schedule for acute pain ie post-surgery

WHEELS ON THE BUS, INC.

(Time Records/ Non- Authorized Work)
Accurately recording time worked is the responsibility of every Wheels on the Bus, Inc. employee.

Federal and state laws require Wheels on the Bus, Inc. to keep an accurate record of time worked in order to calculate employee pay. Time worked is defined as authorized work performed by a Wheels on the Bus, Inc. employee. Time records submitted for non authorized hours are subject to non-payment. Employees should not sign in or start work prior to their scheduled starting time nor continue to work after their scheduled stop time without expressed, prior authorization from their supervisor. Altering, falsifying, tampering with time records, or recording time on another employee’s time record may result in disciplinary action, up to and including termination of employment. Time records should be completed in ink with no white out (correction fluid). If a spouse or other adult is signing on behalf of a client to validate hours they should either a) sign their own name or b) sign the client’s name as such: “on behalf of ‘client’s name’ by ‘signer’s name’”.  Corrections should be crossed out and initialed. Employees providing in home services to Wheels on the Bus, Inc. clients/ consumers are not authorized to work if:

          ° Client/Consumer is admitted to the hospital or other care facility.
          ° Client/Consumer DDD authorization is expired and employee receives notice from either the consumer, Wheels or from the support coordinator at DDD.
Time records submitted under for non authorized work are subject to non-payment unless authorized by immediate supervisor. Continued submission of non authorized work hours may result in disciplinary action up to and including termination.

My signature below should serve as verification of my review and understanding of this policy. I was given an opportunity to ask questions and/or request more information.

Employee Name: _______________________________________

_______________________________                                                     _____________

Employee                                                                                                       Date

_______________________________                                                     ______________

Wheels On The Bus, Inc. Representative                                                     Date

Respite
Job Description
All caregivers will report to Wheels on the Bus, Inc.’s management and will be accountable to care for the client in such a way that he/she can live with security and independence while maintaining their dignity.
This service provides short-term care and supervision in accordance with the

person’s Individual Support Plan.  The goal of the service is to provide a “break”

for the caregiver. This service can be provided in the person or the provider’s

home, or in the community.  

Duties may include:

· Providing for the social, emotional and physical needs of the person

· Ensuring medication is taken as prescribed

· Providing appropriate first aid or attention to an illness or injury

· Providing appropriate food

· Following the person’s Individual Support Plan

· Assist in all goals as required and identified by the client’s Care Plan
· Offer conversation and companionship whenever needed in order to engage the client, but will avoid topics of conversation as discussed in the employee handbook. For example: will avoid talking about personal lives/problems, religion, politics, or any other subject that can be upsetting to the client and/or family
· At all times be aware of the Client’s Rights and to treat all clients with respect and dignity
Documentation and other responsibilities include:
1. Caregiver is responsible for maintaining his/her personnel file updated and will submit renewals to the agency on a timely manner. Maintaining the personnel file updated is a guaranty of continued employment.
2. Caregiver has a responsibility to maintain ongoing communication with the agency whenever changes in the client’s condition or care have occurred.
_____________________________                                                          ______________

EMPLOYEE SIGNATURE                                                                               DATE

Habilitation

Job Description
HABILITATION

Habilitation provides a variety of support designed to increase a person’s

independence. The goals of this service include supporting a person to gain

knowledge and skills, assisting in learning socialization skills and appropriate

behavior as well as gaining and maintaining a quality life. This support may

occur in the person’s home or in the community. Based on the person’s specific

needs, as identified through the Individual Support Plan process, some of the

tasks related to Habilitation may include:

· Assistance and training related to personal and physical needs and

· routine daily living skills

· Implementing strategies to address behavioral concerns

· Ensuring health needs are being met

· Implementing therapy recommendations

· Training in mobility or alternative or adaptive communication

· Assisting in learning to use community transportation

· Assist in all goals as required and identified by the client’s Care Plan
· Offer conversation and companionship whenever needed in order to engage the client, but will avoid topics of conversation as discussed in the employee handbook. For example: will avoid talking about personal lives/problems, religion, politics, or any other subject that can be upsetting to the client and/or family

· At all times be aware of the Client’s Rights and to treat all clients with respect and dignity
Documentation and other responsibilities include:
1. Caregiver must complete a daily activity log which is equivalent to their time sheet for payroll. Separate instructions are given on how to complete this form during hiring and orientation.

2. Caregiver must complete a monthly progress note/report for each client. The progress report may be a monthly report with daily notes to be checked off. Progress notes should be completed for each individual client and a daily activity log to support it. * Activity logs must be submitted to the agency on a bi-monthly basis in order to process payroll and timely client billing.
3. Caregiver is responsible for maintaining his/her personnel file updated and will submit renewals to the agency on a timely manner. Maintaining the personnel file updated is a guaranty of continued employment.
4. Caregiver has a responsibility to maintain ongoing communication with the agency whenever changes in the client’s condition or care have occurred.
____________________________




_______________
Employee Signature






Date

I have received, read and understand the full 47-page Policy and Procedure manual and understand that I am responsible for fulfilling and upholding its contents.

__________________________________



Date____________

Employee/Contractor Signature
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