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[bookmark: _Toc414109767]How to Use this Handbook
· This manual will serve as a quick reference tool for you and your caregiver.


· It may be helpful to keep this handbook and other program materials together.


· Definitions of words in bold can be found in the Glossary section.


· If you have any questions, contact your Support Broker.




Veterans Directed Home and Community Based Services (VD-HCBS) partners 
THANK YOU for your service.
[image: ][bookmark: _Toc414109768]Important Phone Numbers
AAA Support Broker
__________________________

__________________________
Aging & Disability Resource Center
__________________________

__________________________	
Fiscal Management Service (FMS)
__________________________

__________________________
VA Case Manager
__________________________

__________________________
Veteran Representative
__________________________

__________________________
Personal Care Assistant (PCA)
__________________________

__________________________




[bookmark: _Toc414109769]Emergency Information	Important Information:
	Name:
	Telephone:
	

	Doctor(s):
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	Emergency Contact:
	
	
	

	Other:
	
	
	

	Pharmacist:
	
	
	

	Medical Insurance:
	
	
	

	Policy Number:
	

	D.O.B.:
	Age:

	Allergies:
	Other:



Dial 911 in Emergencies
*Please list below any family, friend or neighbor that can be counted on as a backup in case of an Emergency*
	Name:
	Phone:
	Address:

	
	
	

	
	
	

	
	
	

		
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	



[bookmark: _Toc414109770]Medication List	Medication
	Dose 
	Frequency

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	











	
[bookmark: _Toc414109772]Program Overview
[bookmark: _Toc414109773]What is Veterans Directed Home & Community Based Services  (VD-HCBS)?
The Veterans Directed Home and Community Services Program aims to serve Veterans of any age at risk of nursing home placement. VD-HCBS empowers veterans to stay in their homes and direct their own care.
VD-HCBS enables you as an eligible Veteran and your representatives to:
· Develop an individualized personal care plan.
· Manage a flexible budget to pay for items and/or services that enhance your independence and quality of life.
· Hire a Personal Care Assistant (PCA) of your choosing.
· Employ and train your staff to meet the goals you set . 
VD-HCBS participants create and manage an individualized plan of care, with the level of support and assistance requested.
[image: C:\Users\mallen\AppData\Local\Microsoft\Windows\Temporary Internet Files\Content.IE5\MXU9VBX1\MP900407501[1].jpg]
[bookmark: _Toc414109774]Defining Self Direction
Traditionally, Case Managers and other professionals make decisions about what care is needed and when, where and how it is provided. They may also decide who can provide your care.  VD-HCBS is different. With Self Direction, YOU decide:
· Who is involved with your services and personal care

· What services and supports you receive

· Where your services are performed

· When you receive services/ supports

· How your services/supports are performed


VD-HCBS operates using the “self-direction” service model which empowers you as the participant and your representative by expanding your choices and authority to make decisions about your care. 
You have the choice and freedom to manage a flexible budget and decide what combination of services will best support you in achieving the goals that you set.
 [image: C:\Users\mallen\AppData\Local\Microsoft\Windows\Temporary Internet Files\Content.IE5\7NH13VDO\MC910217208[1].wmf]
[bookmark: _Toc414109775]Who is Eligible to Participate?All veterans enrolled in the VA Health Care System are eligible to participate in the VD-HCBS program if they are identified as:

1. In need of nursing home care - this designation is determined by clinical staff of the Veterans Health Care System
or

2. In need of support services to avoid institutional placement and /or enhance independence -as determined by the clinical staff of the Veterans Health Care System
and
· Willing to direct their own services or designate a representative to do so on their behalf.

[image: C:\Users\mallen\AppData\Local\Microsoft\Windows\Temporary Internet Files\Content.IE5\LTL1PAXG\MP900341744[1].jpg]
[bookmark: _Toc414109776]What Services Can I Receive?	VD-HCBS lets you decide what assistance you need. These are some examples of services that are available to you:


	Personal Care
	Help or reminders for daily tasks; eating, bathing, dressing, and other grooming activities.


	Homemaker
	Home maintenance chores such as; housecleaning, laundry, planning, shopping and cooking meals. 

	Assistive technology 

	Technology that enhances ability, safety or quality of life. Examples include electronic pill reminders and telemonitoring.

	Home delivered meals
	Nutritionally balanced meals delivered daily to your home.

	Environmental Support
	Property maintenance projects; raking, lawn mowing, gardening, snow removal, or heavy cleaning.

	Support 

	Counseling and training for you or your caregiver.

	Adult Day Care
	Adult Day Care Centers generally provide care and socialization to older adults who need assistance or supervision during the day. 

	Assessment
	A review of your physical, cognitive and financial health as well as a review of the available formal and informal supports.

	Person-Centered Planning

	Person-Centered Planning is an interactive process where you are supported in making informed choices about long-term services and supports. The process involves four steps: 1) Meet with a Support Broker to assess your goals and needs; 2) Develop a person-centered plan; 3) Work with a Support Broker to access public and/or private services and supports; and 4) follow-up with the Support Broker to ensure that the plan is meeting your needs.

	Support Services including care management
	Various services determined by need to help you stay in the community.  Professional advocacy and assistance connecting to resources.

	Financial Management Services
	The Fiscal Management Service (FMS) provides assistance with all PCA employment paperwork.  The FMS manages employment screening, payroll, employment tax deductions and time sheets.

	Skilled Nursing Visits
	Monitoring and assistance from a Registered Nurse.

	Other 
	Goods and services that help you maintain independence and safety in your home- examples include small appliances, railings, grab bars, ramps, lift chair.



Services provided by this program cannot duplicate other services already being provided through the VA. Your Support Broker can help you coordinate services.  All purchases and services must be approved by the Veterans Administration.
[bookmark: _Toc414109777]Personal Care
[bookmark: _Toc414109778]How do I self-direct my care?You decide on a plan of care that will meet your personal goals and your individual needs. You create and manage an individualized budget based on your level of need. You work with a Support Broker and Fiscal Management Service (FMS) to put your plan into action. With self-direction VD-HCBS gives you:
· Choice
· Freedom
· Support


You can hire a Personal Care Assistant (PCA) of your choice to provide care in your home. With this option, you become the employer of record. As an employer, you train your PCA and manage when, where and how your services are delivered within the framework of your individualized budget.
You have the option of designating a representative to act on your behalf. Your representative can be a friend or a court appointed Conservator or Power of Attorney. You can share some or all employee responsibility with your representative. 

[image: C:\Users\mallen\AppData\Local\Microsoft\Windows\Temporary Internet Files\Content.IE5\7NH13VDO\MC900056145[1].wmf]

[bookmark: _Toc414109779] Who can be my Personal Care Assistant (PCA)?You have the option to hire a PCA who will perform various tasks/care in the home to help you maintain your independence and achieve your goals.
	Possible PCA candidates:
	Your PCA cannot be:

	· Spouse 
· Family member
· Friend 
· Neighbor
· Hired service worker 
· Other

	· Anyone serving as your Representative or Conservator.


Your PCA should be someone you:
Trust,
Are comfortable with,
And enjoy spending time with
[image: ]
 

Restrictions:
· All PCA’s must undergo a background check. If a criminal record is found, you may still hire the individual but you must sign a waiver stating you are aware of their record.

· Your PCA can only be paid when you are in the community and able to receive services.

How Do I Choose a Personal Care Assistant?[image: C:\Users\martinva\AppData\Local\Microsoft\Windows\Temporary Internet Files\Content.IE5\H3G4HAV9\MP900422366[1].jpg]        Before hiring a PCA you should think carefully about your personal goals and how the PCA can help you achieve them. The person centered plan you develop with your Support Broker can help you identify the characteristics you want in a PCA.  Also, think about the questions below:What tasks would you like the PCA to perform? __________________________________________________________________________________________________________________________________________
_____________________________________________________________________
What skills/abilities should your PCA have to complete these tasks?
_______________________________________________________________________________________________________________________________________________________________________________________________________________
What type of training does the PCA need?
__________________________________________________________________________________________________________________________________________



[bookmark: _Toc414109780]When hiring a PCA carefully consider:· Do you know someone who could be your PCA or do you need to advertise for one? 
· Of your PCA options, who would be the most helpful to you?
· What time of day and how often would you like services?
· Is this person available?
· Does  this person have reliable transportation?
· Does this person have appropriate skills?
· Does this person have a criminal record?
· What is the previous work history of this person?
· Do you feel comfortable talking to this person about your care needs?
The person you would most like to hire may not be the best fit for your needs, or theirs. Think carefully and talk about it with someone such as your family, friends and Support Broker.

[image: C:\Users\mallen\AppData\Local\Microsoft\Windows\Temporary Internet Files\Content.IE5\NC7CTC5N\MP900448491[1].jpg]

[bookmark: _Toc414109781]Other Resources to Help You Find a PCAIf you need assistance identifying a PCA, you might try:
· Asking family and friends if they are interested in being your PCA;
· Placing an advertisement in a newspaper, website, social media, local college, church, supermarket etc.; 
· Contact training schools such as Community Colleges or Certified Nurse Programs; or
· Your Support Broker may have additional resources specific to your region.
[bookmark: _Toc414109782]What Types of Responsibilities Will My PCA Have?
Your PCA can help you with any daily tasks that help you to live a happy healthy independent lifestyle. 
Examples include but are not limited to:
· [image: ]Help with bathing and dressing;
· Remind you to take medications; 
· Prepare meals;
· Grocery shop;
· Clean;
· Do laundry; and
· Go with you to medical appointments;
· Other approved services that improve your quality of life and ability to remain in the community.
Remember, PCA’s can only be paid when you are in the community and able to have the PCA assist with your care.  

[bookmark: _Toc414109783]What are my Responsibilities as a Participant?As a participant in VD-HCBS you agree to:
· Cooperate with the Support Broker during assessments and re-evaluations;
· Ensure services covered under the approved service plan are not paid for when you are not at home (e.g. during hospital stays);
· Ensure you do not exceed the number of service hours approved under the service plan;
· Notify the Support Broker of any change in your health condition, service needs, service plan, contact information or living arrangements; 
· If you have firearms in your home, ensure that all are secured in a locked container when your home care services are being rendered.

If you choose Personal Care Assistant (PCA) as a service option, you agree to:
· Work with the Fiscal Management Service (FMS) to ensure all paperwork is completed;
· Inform your PCA of the start date once approved by the FMS;
· Report any changes in your employees (PCAs) to the FMS;
· Never sign a timesheet for services when you are not in the community and able to accept care (e.g. When  you are in the hospital); 
· Assure that when you sign a time sheet, you are verifying that the employee has worked all of their hours and completed all of the assigned duties; 
· Sign and submit timesheets to ensure accurate and timely payment for your PCA.

[bookmark: _Toc414109784]What do I need to know about being an employer?
As the employer, you are responsible for scheduling your care and identifying the tasks and responsibilities for your employee(s).  
· You are also responsible for tracking employee time sheets and evaluating the performance of your PCAs.  
· The Support Broker and FMS will educate you on your responsibilities as an employer.
· You may wish to file any paperwork received from the Support Broker and FMS together with this handbook.

IMPORTANT: If You Choose To Have A Representative Act on Your Behalf:
· Ensure your Representative is willing and able to take on any of the above responsibilities that you wish to delegate.
Remember, your Support Broker is available to assist you with questions or concerns._______________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
_____________________________________________________________________________________________________________________________________________________________________________________
____________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________








[bookmark: _Toc414109785]Interviewing Potential PCAsBelow, you will find sample interview questions that may help identify the right PCA for you.
· What do you know about providing personal hygiene care (assisting to bathroom or in using bedpan, bathing, care of mouth, skin and hair)? 
· What experience do you have in homemaking activities which such as vacuuming, dusting, sweeping or mopping floors, doing dishes, changing bed linens, doing laundry and cleaning bathrooms? 
· Tell me a bit more about your background with helping clients and patients with eating, dressing and shaving. 
· You will be required to have a valid driver’s license and have use of an insured automobile for this job; will you be able to meet this requirement? 
· What experience do you have as a Personal Care Assistant? 
· Tell me about your long-term goals. 
· What is your procedure for keeping track of responsibilities that require your attention as a Personal Care Assistant? Tell me about a time when you used this procedure? 
· Have you ever written instructions for other people? 
· What qualities do you think make a great Personal Care Assistant? 
· Have you ever needed to learn new information about changing processes or procedures? Tell me about one of these situations and how you learned the new information. 
· What interested you in applying for this position?

[bookmark: _Toc414109786]Hiring Process and PaperworkOnce you have identified an employee that you would like to hire, the Fiscal Management Service, FMS is responsible to:
· Register you as an employer with both the State of Connecticut and Federal Government;
· Complete a service agreement and clarify any questions prior to obtaining your signature;
· Sign the necessary IRS tax authorization form authorizing FMS to act as a fiscal agent on your behalf and communicate with the IRS;
· Send employee application packets with all forms and instructions;
· Assist in gathering all forms to process payroll and payroll withholding taxes and provide you with copies;
· Collect and distribute funds authorized in budget at consumer’s and/or representative’s direction;
· Collect timesheet information and process paychecks; 
· Ensure payroll is timely and accurate;
· Pay all state and federal tax withholdings and file necessary quarterly returns on your behalf;
· Assist in determining any taxes owed to date, file all necessary forms, and inform consumer, his/her representatives, and Agency on Aging of status;
· Assess and ensure compliance with state and federal laws of the Department of Labor, and file all necessary employee forms;
· Maintain records of all activities related to our FMS services for all governing entities;
· Maintain confidentiality with respect to all consumer/employer related information and obtain necessary consents for release of information from consumer and his/her designees; 
· Monitor budgets and report concerns/discrepancies to consumer, his/her representatives, and Support Broker;
· Complete all reports required by the Agency on Aging for managing funds and assuming responsibilities as a fiscal agent;
· Keep all parties informed of account activities;
· Assist in completing yearly tax returns if needed and file on consumer’s behalf;
· Generate W-2 forms for all employees and distribute to you in a timely manner;
· Process new employees;
· Assist in handling questions or concerns that arise during employment from the consumer, representative, and employees;
· Respond promptly to emergency requests for funding and Agency on Aging authorized changes to your budget;
· Respond promptly to any complaint or concern you may have related to FMS services;
· Provide professional and responsible management of your funds and employer obligations;
· Ensure your calls and questions are responded to in a timely manner and to your satisfaction;
· Inform you in writing of any changes related to how to contact FMS, procedural or notification changes, changes related to FMS payroll/accounting services, or any other change which may affect FMS services to you or our contract for services with the Agency on Aging.

[bookmark: _Toc414109787]The Veteran and/or Representative agree to the following:
· Complete all necessary paperwork requested by the FMS and promptly return; 
· Review all employer training brochures and materials; 
· Authorize FMS to act as  your fiscal agent; 
· Gather all necessary employer related information from your employees; 
· Authorize the FMS to withhold all required state and federal taxes; 
· Encourage your PCA to communicate timesheet information to FMS by Mondays 12:00 noon on designated payroll weeks; 
· Inform FMS immediately of any discrepancies related to timesheet/payroll information;
· Submit a completed and signed timesheet to the employee; maintain a copy for your records;
· Monitor the agreement of the timesheet and your Plan of Care;
· Acknowledge that the authorization and payment for services that have not actually been provided is fraud and could subject you to fraud charges under state and/or federal law; 
· Ensure accurate reporting of any other expenses authorized under the budget;
· Follow qualification requirements hiring individuals;
· Notify the FMS immediately, in writing, of any change in status related to employee information ;
· Monitor your own spending and stay within your approved budget;  the FMS cannot exceed budgeted line items without the appropriate authorization;
· Changes to the goods, supports, or services identified in the Veteran’s individual plan must be approved by the Agency on Aging and the VA case manager; 
· Review all reports submitted by us to you for accuracy and report any discrepancies to us immediately
· Fulfill all of your employer obligations to your employees as required by federal and state governing labor authorities;
· Fulfill all your employer obligations and authorize us to respond to requests for information to governing federal and state authorities or legal entity as required by law;
· Maintain confidential employer records for all employees you hire for a minimum of 5 years;
· Authorize the FMS to communicate with and release any information to the Agency on Aging, SDA, or any legal tax entity regarding any activities related to our services, your account activities, and your approved Agency on Aging budget; 
· Provide FMS with any information related to changes to your designated representative; 
· Forward any information or communication received from any taxing authority related to your role as an employer to the FMS immediately.


[bookmark: _Toc414109788]Training Your PCAIt is important that you and your representatives provide thorough training for your PCA employee(s).  Training is needed to ensure that your PCA has a solid understanding of your expectations and of the tasks and responsibilities you expect him/her to complete.  It may be easiest for you to outline the tasks that are most important to you and then identify the frequency for which you would like the tasks addressed.  For example, if you require help bathing, you may request a bath twice a week and a shower twice a week.  If laundry needs to be done by the PCA, it may be identified as a weekly chore.  You will want to consider the duration of these activities and be sure that the activities can be completed in the time allotted in your care plan.  If the activity time exceeds the PCA’s allotted hours, call your Support Broker.  Your PCA cannot be paid for hours exceeding those authorized in the care plan.  It is very important to work as a team when considering the time and tasks needed to enhance your care.  
Training may include a written list to help remind your PCA of what needs to accomplished.  Some people find putting activities on a calendar resource helpful way to ensure all tasks are complete.  Some flexibility may be required as a new PCA learns to complete tasks in a way that is satisfactory to you.  
It is also important to be sure your PCA understands his/her role and responsibilities by discussing your goals and how their work will help you achieve the goals.  Good communication is key to ensure a productive, respectful employee/employer relationship



[bookmark: _Toc414109789]Evaluating Your PCA
Evaluating your PCA will be easier if you have clearly set the roles, responsibilities and expectations for your employee.  Consistent feedback is critical to help the employee understand  whether tasks are being performed to your satisfaction.  Employee(s) should not be surprised during an evaluation as you should be constructively guiding them as part of your regular interaction.  You may choose to use a formal evaluation tool based on the activities you have discussed or documented through a job description.  A job description provides guidance to help an employee know what is expected.  The expectations provide the content for the employee evaluation.
For example, a job description may include:
· Light housekeeping (daily)
· Preparation of mid-day meals
· Laundry (weekly)
· Assistance with bathing (four times a week)
· Grocery shopping (weekly)
· Assistance with bill paying (monthly)
During the evaluation, you should consider the PCA’s success in completing the task listed above.  You may choose to develop a system that rates the PCA’s success such as: 1) exceeds expectations; 2) meets expectations; and 3) below expectations.  This will give your PCA clear guidance as to what he/she is doing well and what areas need improvement.  
[bookmark: _Toc414109790]Who are my VD-HCBS Partners and Supports?  
You will have guidance and support from a team of caring professionals for any questions or issues that may arise. 
[bookmark: _Toc414109791]Personal Care Assistant (PCA)
· Your PCA will perform various tasks based on your training and direction so that you can achieve your goals. 
· Your PCA is responsible for completing a time sheet for each visit including hours worked, tasks completed, and verification signatures. The PCA is paid by the FMS for services provided.
[bookmark: _Toc414109792]Veteran Representative 
· You may decide to designate a Representative to act on your behalf. Your Representative can be a spouse, family member, friend or a court appointed Conservator or Power of Attorney. 
· You have the freedom to decide whether or not to have a Representative, who that person shall be, and their level of involvement. You may share authority or delegate authority to the Representative for the purpose of fulfilling any of the participant responsibilities. 
[bookmark: _Toc414109793]AAA Support Broker
· The AAA Support Broker will educate you and/or your Representative about the VD-HCBS program. The Support Broker meets with you during the Initial Assessment to help you identify personal goals and how to achieve them.  The Support Broker makes monthly telephone contact and completes quarterly home visits to confirm that services are meeting your needs.
· The Support Broker works with you to develop the Plan of Care and update it as needed. Contact the Support Broker with all questions and issues regarding the Plan of Care.
· The Support Broker is available to assist you with your responsibilities as an employer such as, finding and maintaining service providers. 
· The Support Broker works with the FMS to ensure the seamless delivery of PCA services. The Support Broker monitors monthly spending plans and provides budgetary guidance.
· The Support Broker can provide assistance with researching and identifying resources available in the community and provides referrals if needed.
[bookmark: _Toc414109794]Fiscal Management Service (FMS)
· The FMS works with the Veteran and/or Representative to navigate the PCA hiring process. 
· The FMS monitors expenses against the individual budget.
· The FMS processes payroll.
· The FMS is responsible to withhold and file federal, state and local taxes.
· The FMS submits expenditure reports as required.
[bookmark: _Toc414109795]VA Case Manager
· The VA Case Manager accepts and reviews referrals to VD_HCBS made from within the VA system.
· The VA Case Manager determines initial program eligibility and makes the referral to   the appropriate Area Agency on Aging AAA. 
· The VA Case Manager reviews and approves care plans initially and quarterly.
· The VA Care Manager approves any changes to the care plan.
· The VA Case Manager identifies VA resources to support Veterans equipment and service needs above what is available through VD-HCBS.  


[bookmark: _Toc414109796]How does VD-HCBS work?· Referral
Your VA Case Worker, Social Worker, or Doctor refers you to the VA/VD-HCBS Case Manager who reviews your profile and makes a referral to the AAA Support Broker.
· Initial Intake/Assessment
The AAA Support Broker meets with you to review the program and conduct an Initial Assessment.
· Decision/Enrollment
You decide to participate in the VD-HCBS program and begin the enrollment process.
OR you decide not to participate and are referred back to the VA system for alternate resources.
· Developing Plan of Care
You and your Support Broker review your person-centered goals, level of need and service options to determine your budget. A proposed Plan of Care is developed and submitted to the VA Case Manager for approval.
· Worker/Employer Setup 
The FMS is contacted to send you the employment package.  You work with your Support Broker to identify potential PCA candidates.  You begin the interview process and forward a complete employment application process to the FMS once a candidate has been accepted.  
· Training
You and/or Representative train your PCA.
· Self-Directed Care
You provide your PCA with instruction and supervision; monitor and submit timesheets; track employee hours; and oversee the monthly budget.
· Evaluation
The Support Broker conducts quarterly and annual reassessments in your home as well as monthly check-in calls.  You will also receive an annual satisfaction survey to provide additional feedback to AAA and VA staff about the VD-HCBS Program.  

[bookmark: _Toc414109797]Plan of Care[bookmark: _Toc414109798][image: ]How do I create a Plan of Care?  [bookmark: _Toc414109799]The Support Broker will assist you in developing your plan of care and will have tools available to assist you. 

You should start to think about:
· What is important to you?
· What are your goals and desired quality of life?
· What services and supports do you need to meet your goals?
· How do you like to spend your time?
At the initial home visit, the Support Broker will meet with you and review the details of the program, goods and services available and how the budget and planned savings work. The Support Broker will use an assessment tool to determine your level of care and individualized budget. 
After completing the assessment tool, the Support Broker will work with you to develop a proposed Plan of Care.  The Plan of Care may include the requested number of hours you would like your PCA to work on your behalf. You may request additional goods or services to maximize your independence.  The Plan of Care may also include a planned savings fund  for use to purchase larger scale items and a rainy day fund to support back up services if your primary or family caregiver is unavailable. This Plan of Care is proposed until the Plan is approved by the VAMC Care Manager.
[bookmark: _Toc414109800][image: C:\Users\martinva\AppData\Local\Microsoft\Windows\Temporary Internet Files\Content.IE5\1E4WX3TF\MP900423055[1].jpg]How do I request a change to my Plan of Care?
As your goals and needs change, your Plan of Care can change with you.  Services may vary depending on individual need; however, services may not exceed the budget approved by the VA Case Manager.  
Within your approved budget you may be able to increase or decrease the number of PCA hours or days per  week you receive services budget by contacting your Support Broker. All changes made to a plan of care must be approved by the VA Case Manager before implementation.  
You should talk with your Support Broker about any products or services that may aid in your independence.  The VAMC may have funds available through any number of programs including VD-HCBS.  You must always receive VA approval prior to making any requested purchase.  
[bookmark: _Toc414109801]What is my back-up plan?
A back-up plan provides care in case of emergency should your usual PCA or care service not be available. Developing a back-up plan is part of the care planning process to ensure your safety and care in extraordinary circumstances.  Your back-up plan may include family, friends, other PCA’s or a home care agency who agree to provide care if needed. For example, you may want to arrange for multiple PCA’s to serve as back-up for each other.
[bookmark: _Toc414109802]What happens if my PCA does not come to work?
If your PCA does not come to work you will need to implement your back-up plan.  If this happens often, you should discuss the situation with your Support Broker.  PCAs cannot be paid when they do not come to work or when you are not in the community (i.e. in the hospital or nursing facility).  
[bookmark: _Toc414109803][image: C:\Users\martinva\AppData\Local\Microsoft\Windows\Temporary Internet Files\Content.IE5\1E4WX3TF\dglxasset[1].jpg]How is my budget determined? 
Your monthly budget is based on your level of need.  This level is determined through the assessment process and approved by the VA Case Manager.  The Support Broker will work with you to maximize your monthly budget to achieve your goals through  the services/supports you receive. 
[bookmark: _Toc414109804]What is a planned savings?
You may have the ability to plan for a large scale purchase to support your ability to remain the in the community and enhance your quality of life through a planned savings account. Planned Savings purchases will only be approved if there is documentation of how the purchase can help you avoid premature nursing home placement.  You should discuss any large scale item such as, assistive technology, a piece of equipment or furniture that is needed to support your goals or needs with your Support Broker.  Your request will be presented by the Support Broker to the VA Case Manager.  The VA Case Manager may identify funds available through one of many VA funding resources.  If not, the VA Case Manager may approve “planned savings.”   This type of fund allows you to put away a pre-determined amount of money into a “virtual savings account” until you reach the dollar amount needed for the purchase.  Your Support Broker can guide you through the process. 
[bookmark: _Toc414109805]How do I access my Planned Savings Account?
Planned Savings purchases must be pre-approved by the VA Case Manager.  When you have saved the amount necessary for the approved purchase the Support Broker will assist you with through the purchase process.
[bookmark: _Toc414109806]What is a Rainy Day Fund?
You have the opportunity to accrue (save for) a rainy day fund to be used for an unexpected expense such as:
· Care, when agency providers are required as back-up for workers or informal caregivers;
· Respite care when a family caregiver is overwhelmed or unavailable;
· Annualizing a purchase that cannot be supported in a single month’s budget;
· Unexpected increases in care needs that are temporary in nature.
Please note: Rainy day funds cannot be used to purchase items already covered by the VA.
[bookmark: _Toc414109807]How do I access the Rainy Day Fund?
 Rainy Day funds may be required in an emergency situation.  For example, if your family caregiver is unable to provide care for some emergent reason.  Your Support Broker must be notified as soon as possible after initiating your Rainy Day fund.  Failure to inform your Support Broker may result in a delay of payroll processing for your PCA or service provider.  Rainy Day funds must be approved by the VA Case Manager within a certain amount of time after the emergency occurs. Therefore, it is very important to notify your Support Broker so the appropriate approvals can be obtained.
[bookmark: _Toc414109808]Satisfaction[bookmark: _Toc414109809]How will my services be monitored?Your Support Broker will contact you via telephone each month to review your status and Plan of Care.  Your Support Broker will visit you during quarterly home visits to ensure your satisfaction with services and to confirm that services are meeting your level of need.  You will also receive an annual Consumer Satisfaction survey that will provide you the opportunity to submit additional feedback about the program. 
[bookmark: _Toc414109810]How do I file a grievance?You and/or your representative have the right to file a grievance or to appeal any decision regarding your care.  You are encouraged to discuss dissatisfaction with your Support Broker so that he/she may address any concerns regarding your care.  
During the initial assessment your Support Broker will review the grievance process and provide you.  A complete guide as well as contacts for the Grievance Process can be found in Appendix B.
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Glossary of Terms
AAA -Area Agencies on Aging are regionally based, state-appointed agencies as required by the Federal Older Americans Act.  These Agencies are responsible for planning and advocacy around issues facing older adults. 
AAA Support Broker –The Support Broker helps you to identify personal goals, develop the proposed Plan of Care and update and make adjustments as needed. The Support Broker is your advocate with the VA case manager and can assist with Planned Savings and Rainy Day requests and any other issues that may arise. 
Adult Day Care (ADC) - Adult Day Care Centers generally provide care and socialization to older adults who need assistance or supervision during the day. The program offers respite to caregivers allowing them to work or freedom to do other activities.
Assessment -An assessment evaluates your physical, cognitive and financial status and your needs.  The assessment reviews the formal and informal supports available and forms the basis for Plan of Care.
Assistive technology –Technology that enhances personal ability, safety or quality of life. 
Back Up Plan -A plan to provide care when regular care sources are not available.  A back up plan may include both paid and informal resources.
Individual Monthly Budget - The funds available to support your Plan of Care.  
Environmental Support - Property maintenance projects such as raking, lawn mowing, gardening, snow removal, or spring cleaning.
FMS -The Fiscal Management Service helps with all of the paperwork that needs to be completed in order for you to be the employer of your chosen PCA.  The FMS helps with tax paperwork, timesheets, payroll and managing your personalized budget.  
Homemaker –Performs some maintenance chores such as housecleaning, laundry, planning, shopping and cooking meals.
Home delivered meals- Nutritionally balanced meals delivered daily to your home.
Options Counseling - Options counseling is an interactive process designed to support your informed choices about long-term services and supports. The process involves four steps: 1) meet with a support broker to assess your goals and needs; 2) develop a person-centered plan; 3) work with a Support Broker to access to public and/or private services and supports; and 4) follow-up with the Support Broker to ensure that the plan is meeting your needs.
PCA- A Personal Care Assistant is your employee and performs personal care, homemaking and assistance under your direction to increase your independence.
Personal Care- Includes assistance or care for eating, bathing, dressing, and other grooming activities.
Plan of Care– Documentation of the formal services and equipment as determined through the assessment process and approved by the VA case manager.  
Planned Savings – A designated portion of each months budget for a future planned purchase of a large scale item such as assistive technology, a piece of equipment or furniture to support you in meeting your goals or needs.
Rainy Day Fund- Savings for an unanticipated expense.
Respite- Formal care designed to provide caregiver relief or rest.
Representative– Any person the Veteran designates to share authority with or to assume the authority on behalf of the Veteran for the purpose of fulfilling any/all Participant responsibilities.
Self-Direction- A system of care by which the participant is empowered to make his/her own choices and has the authority to make decisions about care. 
Support - Counseling and training for you or your caregiver.
Support Services- Various services determined by need to help you stay in the community.
VA Case Manager-The Case Manager accepts referrals within the VA system, arranges assessments and approves care plans, requests for planned savings or changes to the care plan. 
VD-HCBS – Veterans Directed – Home and Community Based Services serves Veterans of any age at risk of nursing home placement. VD-HCBS empowers veterans to stay in their homes and receive care through a self-directed service delivery system.
Virtual Savings- A tally of savings in an individual’s budget that would only be awarded to 1) pay for an approved expenditure; 2) pay for emergent care needs (as in Rainy Day Funds).  



[bookmark: _Toc291250865][bookmark: _Toc414109812]Grievance/Appeals Process
Grievance & Appeals Policy and Procedures
The Veterans’ Directed Home and Community Based Services program is committed to a policy of fair and equitable treatment of applicants. Should any applicant, client or representative acting on behalf of an applicant or client, be dissatisfied with any decision which adversely affects an applicant or client, the organization has established procedures to examine and seek resolution for grievances at the appropriate level.
The following decisions may be appealed:
· Level of care determination 	
· Denial of assessment (appeal directly to VAMC)
· Denial of care 
· Content of the plan of care (type of service, cost, frequency, provider)
· Provision of community based services (i.e. dissatisfaction with provider)   	 	
Grievance Procedures for Applicant or Client
Any applicant, client or representative acting on behalf of an applicant or client who is dissatisfied with any decision made by the organization or VAMC as it relates to the Veterans’ Directed Home and Community Based Services Program should take the following steps:				
The aggrieved person should make their dissatisfaction with the decision known, verbally or in writing to the Support Broker. The Support Broker shall respond to the complaint within five working days of when the complaint was filed.
If the issue is not resolved to the satisfaction of the aggrieved person, the complainant will request the review of the Program Supervisor in writing within fifteen days.
The Supervisor shall determine whether the appeal has merit based on the Program regulations and the terms of the contract and then seek resolution and respond to the aggrieved person within ten working days from receiving the complaint.  The Supervisor will do so in collaboration with the Executive Director.
If a resolution to the satisfaction of the complainant is still not found, the aggrieved person may submit a verbal or written complaint to Veterans Administration Medical Center, West Haven. 
[bookmark: _Toc414109813]VA Appeals Process1. VA Case Manager will notify the VA Case Worker of any disputes regarding level of care, 	covered services or other issues within five (5) business days of being noted.
2. Any disputes unable to be resolved between the Provider and VA Case Worker  will be 	referred to the VA Medical Center Director or designee within five (5) business days.
3. If the Medical Center Director or designee resolution is not satisfactory for the Provider, they may appeal that decision within five (5) business days to the Office of Geriatrics & Extended Care VA Central Office for final resolution.

[bookmark: _Toc414109814]How & Who to Contact at the OrganizationDetailed information, including the organization’s name, address, telephone numbers and contact names, are provided to potential and active clients and their responsible parties at the time of the initial assessment. In addition, any time a client or responsible party expresses dissatisfaction with a decision, they are reminded of this information.

Executive Director			Donna Vogel, MSN, CCM
AAA						VA Connecticut Healthcare System
Address					950 Campbell Ave.
City, CT Zip 				West Haven, CT 06516	 
(Area Code) Phone			(203) 932-5711 ext. 2141			
E-mail Address 	 		 	Donna.Vogel@va.gov











[bookmark: _Toc414109815]Veteran’s Directed Home and Community Based Services Annual Survey1. How long have you been on the VD-HCBS program?
 ☐Less than 6 months 	☐ 6-12 months   ☐More than 6 months   ☐ Don’t Know  
2. Is your VA team aware of the VD-HCBS services you receive?
☐Y 	☐N 	  ☐ Don’t Know  	 
3. Have you experienced any hospitalizations since enrolling in the veteran’s self-directed program?
☐Y 	☐N 	  ☐ Don’t Know  	 
	2.a. If yes, how many hospitalizations have you had? _____________________

SERVICES AND SUPPORTS
	
	Strongly agree
	Somewhat agree
	Neither agree or disagree
	Somewhat disagree
	Strongly disagree

	
	
	
	
	
	

	I get the care I need to support my ability to live at home.
	
	
	
	
	

	I am satisfied with the quality of my care. 
	
	
	
	
	

	These services have prevented me from being admitted to a nursing facility.
	
	
	
	
	

	I feel the services have helped me get the services I need. 
	
	
	
	
	

	I know who to contact if I have a problem.
	
	
	
	
	

	My fiscal management service is helpful to me.
	
	
	
	
	

	My VD-HCBS Support Broker is helpful to me.
	
	
	
	
	

	My VD-HCBS Support Broker treats me fairly and with respect.
	
	
	
	
	



CAREGIVERS
	
	Strongly agree
	Somewhat agree
	Neither agree or disagree
	Somewhat disagree
	Strongly disagree

	
	
	
	
	
	

	I feel confident managing my employees.
	
	
	
	
	

	My caregivers do things the way I want them done.
	
	
	
	
	

	My caregivers treat me with respect. 
	
	
	
	
	

	The program has supported me in locating personal assistants and being an employer.
	
	
	
	
	

	My caregivers provide me with the help I need.
	
	
	
	
	

	My caregivers provide me with the help at times that work for me. 
	
	
	
	
	



INDEPENDENCE
	
	Strongly agree
	Somewhat agree
	Neither agree or disagree
	Somewhat disagree
	Strongly disagree

	
	
	
	
	
	

	I control how the money in my veteran self-directed program budget is spent.
	
	
	
	
	

	The VD-HCBS program has improved the way I live my life.
	
	
	
	
	

	The VD-HCBS program provides services that keep me independent.
	
	
	
	
	

	The VD-HCBS program helps me to remain safely in my own home.
	
	
	
	
	





INTERESTS AND ACTIVITIES 
	
	Strongly agree
	Somewhat agree
	Neither agree or disagree
	Somewhat disagree
	Strongly disagree

	
	
	
	
	
	

	The VD-HCBS program helps me to do the activities that are important to me. 
	
	
	
	
	

	The VD-HCBS program enables me to engage in community activities.
	
	
	
	
	




Is there anything else you would like to share about your experience with VD-HCBS? ________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________ 





[bookmark: _Toc414109816]Sample Evaluation	Attendance	Below expectations1	Meets Expectations2	Exceeds Expectations3
	Reports on Time 			
	Number of Absences			
	Follows schedule			



PCA Name:________________________________ Date:__________
	Performance	Below expectations1	Meets Expectations2	Exceeds Expectations3
	Job knowledge			
	Job performance			
	Follows direction			

	Behavior	Below expectations1	Meets Expectations2	Exceeds Expectations3
	Attitude			
	Communication			
	Adaptability			
	Reliability			

1. Goals for improvement (consider any items scoring 1, below expectations)
2. Comments
PCA Signature:________________________________________________
Employer Signature:____________________________________________
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