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EXPERT CARE AND ADVICE FOR OLDER ADULTSAND THEIR FAMILIES

The Checklist: Comparison of Service Level Guarantees
No Other Company Promises The Same Service, Protection and Peace of Mind

£ A Servant’sHeart Senior Care Brand X | Brand Y

What arethe most important questions to ask a home care company?

Isyour company accredited? YES—-Wearecertified asan Accredited Home Care
Aide Organization by CAHSAH, the California
Association for Health Servicesat Home

How do you select your caregivers? Do you have specific selection YES

criteria? We use very specific selection and screening criteria,
described in moredetail below.

Areyou afull-service home care company or just aregistry or a YES

domestic referral agency? We are a full-service home care company.

Our caregiversare all employeesor our company.

In other words, are your caregivers all employees of your company

or are they something else?

Do you promise that you will NEVER miss a scheduled shift? If so, YES

what structure do you have in place to keep that promise? We always have backup caregiverson call and we have
special technology in placeto make surethat OUR

caregiversaretruly on thejob when and wherethey are

supposed to be.
Have you EVER placed any caregivers who were later proven to be NO
guilty of dishonest acts or client abuse or have you settled out of court We have never had such incidents.
with clients or other plaintiffs regarding such complaints? Weattribute thisto our stringent caregiver screening

and selection criteria and to our frequent, close
supervision of our caregivers.

rovide care for both short visits and around-the-clock care?

Can you provide around-the-clock care? (i.e. 24 hours aday, 7 daysa YES
week)
For less than around-the-clock care, what are your minimums? Four to Eight Hoursper Visit (in most areas),

depending upon availability of caregivers
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How do | know that my caregiverswill be properly supervised and quality control will be maintained?
Does your company conduct recurring quality control visits by a YES - Depending upon thelevel of servicethat weare
company representative to ensure that all promised serviceis being providing, such visits are conducted as frequently as
prepared and all company standards are being maintained? once a week.

What happensif my assigned caregiver getssick or cannot come for some other reason?

Do you promise that your company will NEV ER miss a scheduled YES

shift?

Can | speak to acompany representative at any hour of the day or YES—Our phonesareanswered at ALL timesby a
night if | have an emergency? company representative

Do you have systems in place to alert you if a caregiver does not YES-An alert message is sent to designated company
arrive on time for a scheduled shift? representativesif a caregiver doesnot clock in when a

visit isscheduled to start. A specific company
representative isalways " on duty” to respond to such
alertsand to ensurethat serviceis provided.

How do you make surethat my caregiver will know wherel live and what my needs ar e?

Do you conduct a complete assessment before beginning to provide YES

service?

Do you maintain a complete plan of service binder at my home with YES

compl ete instructions regarding my routine care needs?

Will | get to meet my caregiver before care begins? YES—-Whenever a caregiver and aclient are going to
How can | be certain that my caregiver will know where| live? meet for thefirst time, a company representative

personally leads the caregiver to the client’shome and
introducesthe client to the caregiver.

In the plan of service binder at my home are there also complete YES

instructions regarding what to do in the event of an emergency,

including evacuation plans?
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Am | protected against claims brought by my caregivers against me or my family?

Are your caregivers EMPLOY EES of your company so that | am not
responsible for payroll taxes, workers compensation insurance and
bonding? (If not, who IS the employer of the caregivers?)

Yes—Wearethe EMPLOYER of our caregivers. We
areresponsiblefor all aspects of our caregivers
supervision, employment, safety and protection.

How do you select and hire your caregivers? How can | be certain that my caregiverswill be competent and

trustworthy?
Areformal training, certification or experience required?

Towork for our company asa Home Care Aide, each
Home Care Aide must either:
1) BeaCertified Nurse Assistants, or
2) Have significant prior caregiving experience

Driver’slicense required? YES
Proof of car insurance required? YES
Good driving record required? YES

Do you do acriminal background check on your caregivers, and if so,
how?

YES—-WeuseLive Scan finger print checkswith the
California Department of Justice that check for
convictionsin thecriminal court recordsfor the past 7
years (the maximum period permitted by California
labor law). Thismethod also providesuswith
subsequent reporting of any arreststhat take place after
the date of our Live Scan check.

Do you require that your caregivers have CURRENT TB test
clearance?

YES- Also, our caregiversmust renew their TB
certification annually. No other company requiresthis!

Do you test new caregivers to ensure that they have the knowledge
and skills required to provide competent care?

YES—wetest them during our interview process and we
evaluate their knowledge, skills and performance at least
annually.

Do you make sure that your caregivers renew their driver’slicense,
auto insurance, auto registration, Certified Nurse license, TB
clearance and other significant permits and documents before they
expire?

YES—We have a computer system that tracksthese
renewal dates and we work with the caregiversto ensure
that they know when these renewals are due. If
caregiversfail torenew any of theseitems, they are
immediately taken off their assignments and
replacements are assigned to their clients.
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What benefits do you provideto your caregivers so that they continueto learn and grow professionally and

ersonally?

Do you provide health benefits to your caregivers? YES
Do you provide paid “vacation” or other types of paid time off? YES
Do you provide ongoing training and continuing education? YES
Do you have a Cdlifornia certificate authorizing you to provide YES
continuing education credits for Certified Nurse Assistants?

Areyou an established, credible company with identity and history in North County?

Do you have real offices or do you operate from your home? YES—We have officesin San Marcoswith over 2000 feet
(Some agencies operate from the owners’ living room or garage.) of office, training, and operations management space.
Do you carry professional liability insurance? If so, how much? YES—-Wecarry a$1 Million Professional Liability
I nsurance policy
Do you have a website were we can go for more information? YES—Our websiteis at www.TrustworthyCare.com
| syour company accredited or licensed? |
Is your company accredited? YES—-Wearecertified asan Accredited Home Care

Aide Organization by CAHSAH, the California
Association for Health Servicesat Home
Isyour company a member of any organizations that set and maintain | YES—We are members of the following or ganizations,
standards of conduct for their members? all of which set such standards of conduct for their
members:

BBB - Better Business Bureau of San Diego
CAHSAH —California Association for Health Services at
Home
SDCRHCC - San Diego County
Regional Home Car e Council
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| syour company accredited or licensed? (continued) ,
Isyour company licensed by the state? California does not requirelicensing for non-medical in-
home car e, and does not regulate non-medical in-home
care agencies. Therefore each company setsitsown
standards and criteriafor hiring and delivering care.
Clientsand their families must find competent,
trustworthy agenciesto work with by considering the
factorsdescribed in this document.

When non-medical home care agencies claim to be
“licensed” they really only have a city businesslicense,
which is nothing special.

We believe that the state should regulate and supervise
non-medical homecare! Our foundersplayed a key role
in the drafting and introduction of AB 853, the Home
Care Services Act of 2007, would have remedied this
situation. Unfortunately, that legislation was defeated by
power ful political opponentswho want to preservethe
status quo with no state laws to protect recipients of non-
medical home care services.

Therefore, in the absence of state licensing, we
incor porated the most important standardsin the Act
and used them to create an accreditation program for

Home Care Aide Organizations. Thisaccreditation
program isadministered by CAHSAH, the California
Association for Health Servicesat Home.

A Servant’sHeart Senior Careisproud to be one of the
first home care companiesto havereceived that
accreditation in the state.
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