CONSIDERATIONS IN PROVIDER SELECTION

This document is provided as a guide for persons with disabilities, their families and advocates. Questions can be selected from the list, as they are applicable and important. Some questions will make more sense when interviewing an agency provider and others will logically apply to a limited (individual) provider.
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 Comparing Service Providers
1. Think about what things are most important to you and your family member and let prospective agencies know that these are non-negotiable. 

2. Avoid making assumptions about what a support provider will or will not do. Always ask. 

3. Keep track of promises and agreements made with support providers and write them down. 

4. Save all of the information you gather in a binder to assist in organizing your thoughts about service providers and options. 

5. Be careful in wording questions to assure you get the information you need. 

6. Do not accept vague or incomplete answers to your questions. When this occurs, ask the person to respond in a clearer manner. 

7. Listen carefully to the language used by staff. Words often convey agency-wide attitudes and a lot about the agency’s philosophy. 

8. When asking questions to find out how the agency does things, use examples from your family member’s life. Ask staff how they would handle “real-life” situations that are likely to come up. 
9. Compare the degree to which the agencies to whom you speak appear to be interested in providing supports to your family member. 

10. Keep track of whether the persons to whom you speak ask questions about the preferences and needs of your family member and the type of supports you desire. 

11. Pay attention to how informed staff is about community resources. It is likely that if staff is not knowledgeable about such resources, individuals will rarely be able to use them.
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 Basic Agency Information
1. Describe your agency’s mission and vision. 

2. How do you make sure staff behavior supports this mission? 

3. Is your agency a non-profit or a for-profit organization? 

4. How does your agency work to improve the quality of its services? 

5. To whom do the houses where individuals live belong? If they are leased, for how long do leases typically run? 

6. What is the background of the director of your agency (e.g., years of direct and supervisory experience in the field, education, support services training, etc.)? 

7. To what degree is your agency willing to develop new supports for individuals who don't "fit" into existing programs? 

8. How long has your agency supported persons with disabilities within community residences? 

9. How many persons with disabilities does your agency serve and how long has it served this many individuals? 

10. Would your agency consider setting up a home in a different part of the county or a different county, to meet the desires of particular individuals or families? 

11. How does your agency maintain its houses and make repairs to the property of the house? 

12. How does your agency choose locations for houses, and match people with house mates? 
13. Have any of the homes your agency runs ever been cited for violations? If so, please describe these for me.
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 Planning and Evaluating Supports
1. How does your agency develop support plans for individuals? 

2. How are individuals and families involved in decisions about supports? 

3. In what ways are individuals prepared for their support planning meetings? 

4. Who decides when people need to be brought together for support planning meetings? 

5. How does your agency support individuals to work on their personal goals? 

6. Describe some of the typical goals on which current individuals are working. Who was most influential in developing these goals? 

7. How often are support plans reviewed with individuals and family members? 

8. How are individuals and family members involved in judging the quality of supports your agency provides? 

9. What happens when a family member or individual decides that the supports your agency is providing are not satisfactory? 

10. Who decides when it is no longer necessary for an individual to continue working on a goal that is part of their support plan? 

11. How would your agency support my family member to continue to take part in community activities in which he or she is currently engaging? (Name several activities in which your family member currently enjoys taking part.) 

12. How would your agency support my family member to become involved in new community activities? (Name several activities in which your family member would like to take part but is not currently engaging.) 
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Staff Training
1. What types of training do new staff members receive before they work with individuals? 

2. How often does staff receive training once they are employed by your agency? 

3. Do staff members receive training specific to the support needs of the people whom they will serve or from a list of “standard topics?” 

4. Who (or what organization) provides training to your staff? 

5. Is staff training mandatory for all of your employees or is it voluntary? 

6. Following initial training, do instructors come back to observe whether your staff are correctly implementing what they have been taught? 

7. Describe some of the topics covered by your staff training program over the last year. 

8. What has been the most important training that your staff has received in the last three years? 

9. How does your agency ensure that the staff members actually use what they have been taught in training? 

10. What have the staff members learned from their most recent education sessions and how do they apply it to their daily interactions with individuals? 

11. What is the most important topic on which your staff members currently need to receive training? Has training of this nature been scheduled in the near future? 
12. Can family members attend and observe training sessions?
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 Medical/Health Care
1. Who provides the medical and dental care for the individuals who live in this home? 

2. Can my family member keep their current doctor, dentist, psychologist, etc., if they want to? 

3. What hospital is used for emergencies by individuals in this home? 

4. Who is responsible for transporting my family member to medical, dental, and/or psychological appointments? 

5. How does your agency ensure individuals receive necessary ongoing medical care? (Inform staff about any particular needs of your family member such as medications, etc.). 

6. Who will assist my family member with routine daily health/medical procedures and how will these people be trained? 

7. How much control do individuals have over taking over-the-counter medication (e.g., Tylenol, Advil, etc.)? 

8. In what way do staff handle situations in which individuals refuse to take medication they have been prescribed? 

9. What type of emergency medical training do staff receive and do all persons employed by your agency get this training as well as regular updates? 

10. How does your agency handle situations in which individuals are ill and unable to attend their work or day programs? 
11. Who makes final decisions as to whether individuals’ illnesses are severe enough for them to be absent from their work or day programs?
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 Self-Determination and Choice
1. How much control do individuals have over choosing their own room and house mates?

2. In what way are individuals involved in hiring and evaluating staff?

3. Can individuals choose not to do tasks they don’t want to do?

4. How does this agency assure people have privacy when they want or need it?

5. To what degree are individuals involved in planning their menu and weekly food shopping?

6. Can individuals eat meals at times or places other than the standard?

7. Do all individuals have free access to healthy, nutritious food?

8. How are the people who live here encouraged to exercise their full range of rights (e.g., using the telephone, voting, etc.)?

9. To what extent can individuals decorate their rooms to their own liking?

10. To what degree do individuals have control over how shared living areas are decorated?

11. Describe how individuals are supported in handling their personal money.

12. What rules do those who live here need to follow and how were they developed?

13. Is there a schedule for daily activities (e.g., bed times) and weekly activities (e.g., shopping) at the homes where you provide support?

14. Describe how staff supports individuals in making informed choices and decisions.

15. How does staff support individuals to make group decisions?
16. How does staff ensure individuals are aware of their rights and comfortable reporting violations?
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 Social Relationships
1. How does your agency support individuals to develop friendships with people in the community? 

2. What types of relationships have individuals developed with people in the neighborhood? 

3. Describe some of the neighborhood events or activities in which individuals take part. 

4. To what extent do individuals take part in neighborhood activities? 

5. How does your agency support individuals to develop social relationships with coworkers? 

6. How will your agency support my family member in maintaining relationships that were developed where he or she previously lived? 

7. What are your agency's policies about providing transportation to individuals so that they can visit friends? 

8. What areas are available in your home so that friends have some privacy while visiting? 

9. What are your agency's policies regarding friends visiting for extended periods? 

10. What are your agency’s policies regarding intimate relationships between individuals? 

11. What is the agency’s policy on intimate relationships between individuals and persons from the community? 
12. What, if any, education does your agency provide to community members who have an interest in support in individuals to take a greater part in the community?
[image: image8.png]


 The Home Environment
1. Do the homes run by your agency have backyard areas where individuals can socialize and relax? 

2. Do any consumers or staff members smoke? What are the smoking policies? 

3. Who is responsible for keeping common living areas clean? 

4. Who is responsible for yard work around the home? 

5. To what extent can individuals leave personal belongings in common living areas? 

6. How accessible are your homes to persons with physical challenges? 

7. Do your homes have central air conditioning? 

8. Who is responsible for cooking meals? 

9. What responsibilities do individuals have for upkeep of the home? Are these responsibilities voluntary or assigned? 

10. Who is responsible for doing laundry?  

11. How does staff encourage individuals to participate in leisure activities at the house? 

12. How is an individual’s mail handled? 
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 Sources of Information
1. Ask your case manager about his or her knowledge of living options beyond your family member’s current residence. 

2. Contact others if your case manager lacks knowledge of programs in which you and your family member are most interested. 

3. Seek out individuals who are willing to listen to you explain the types of supports you and your family member desire before describing the services their agency offers. 

4. Talk with people at the “House Manager” level. Administrative staff are often distanced from what happens at individual homes. 

5. Given high turnover rates among direct service staff, find out how long a person has worked at a specific home prior to asking them to respond to your questions. 

6. Ask similar questions to several staff and compare their answers to check for reliability. 

7. Visit the homes in which you are interested with your family member and spend time there. Ask if it would be okay with individuals if you came for a meal. 

8. If serious about a residence, visit it at several different times during the day both when it is busy and during more quiet times when it may be easier to talk with staff and individuals. 

9. The best source of information about the quality of supports an agency offers is the people who receive them. Find out if current individuals and their families are willing to speak to you and ask several of them about their personal experiences. 
10. Ask staff if they will visit and spend time with your family member with a disability so that they can get to know them. Observe the way they interact with your family member.
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 What to Look for When You Visit Homes
1. Is the house clean and odor free and smell like a home rather than antiseptic? 

2. Does the level of neatness in the house match the preferences of your family member? 

3. How well does staff respect the privacy of the persons who live in the house? 

4. Is this a location and a house in which you would want to live? 

5. Does the residence have a “home-like” atmosphere or feel like a place of business or institution? 

6. How structured is the routine of the house? Does there appear to be some flexibility in the carrying out of daily activities? 

7. Do staff members “take care” of people, or do they provide support to people according to their individual needs and preferences? 

8. Is the phone answered using a company or “program” name, or using the names of the individuals who live there? 

9. Do people have enough space for their belongings and for privacy when they want it? 

10. Is the residence close to things in the community your family member uses and enjoys? 

11. Are personal mementos (e.g., family photographs) displayed in common living areas? 

12. Are the support needs of other individuals compatible with those of your family member? 
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 Supports the Agency Provides
1. What specific support services does your agency provide? 

2. Does your agency specialize in providing services to persons with specific support needs? 

3. How many years have you provided supports to persons currently living here? 

4. Which types of supports does your agency find easiest and most challenging to provide? 

5. What would be the process if an individual wanted to change his or her supports? 

6. What do these support services cost from this agency? (Provide a list of the supports which you and your family member desire.) 

7. Describe the process we would follow if my family member chose to move to a different home run by your agency. 

8. Who (individuals or family members) could I talk to about their experiences with your agency? How can I best contact these people? 

9. Describe a typical week day and weekend day at this home. 

10. What are the policies regarding demission or asking people to move out? 

11. What is the agency’s philosophy about using physical restraints, time outs, or medications with people who have challenging behavior? 

12. When could my family member begin being served by your agency? 

13. How does your agency support cultural differences among individuals? 

14. How many individuals go to churches that they or their families have personally selected? 
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Agency Staffing
1. What characteristics do you look for when you hire new staff? 

2. Does your agency use live-in staff, shift staff, or some combination of the two approaches? 

3. What is your annual turnover rate for both supervisory and direct service staff? 

4. If the agency uses live-in staff, what are the daily responsibilities of these individuals? 

5. How many of your direct service staff have been with the agency more than one year? More than three years? 

6. How many different staff persons will provide my family member with support over a typical week? 

7. To what extent do you use temporary staffing agencies? 

8. How many hours a week does a typical staff person work? 

9. How often are staff asked to work overtime? 

10. How many staff usually work at different times of day and on weekends? 

11. What are the qualifications of staff working at this home? 

12. What is the average length of employment for direct service and supervisory staff? 
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 Family Involvement
1. What training do staff members receive to ensure that they are able to effectively communicate and work with family members? 

2. In what ways and roles are families currently involved with your agency? 

3. How often do staff members communicate with family members to let them know that things are going well? 

4. What are your agency's policies about when and how staff members communicate with families regarding routine updates? 

5. What types of incidents (at home or in the community) are family members notified about? 

6. What influence, if any, do families have in the hiring/evaluation of agency staff? 

7. How are families involved in staff evaluations? 

8. Are there visiting hours for families,  or policies about who and how many may visit? 

9. What areas in the homes your agency runs can be used for extended visits from family members? 

10. Does your agency have a board of directors? If it does, how many family members of persons with disabilities are on the board? 

11. How might members of my family become involved with your agency? 

12. If family members wanted something changed within your agency, how would they go about this task and with whom would they speak? 

13. To what celebrations or events at your homes are family members invited? 
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 Recreation & Community Activities
1. How will agency staff support my family member to take part in his or her current recreation interests? (Name several recreation and leisure interests.) 

2. What do individuals served by your agency do for fun? 

3. Where and with whom do individuals go on vacation? 

4. What is your agency’s policy on using volunteers to support individuals taking part in more individualized recreation and leisure activities? 

5. Do you have policies about volunteers or friends providing rides to individuals? 

6. Does your agency have a person who is responsible for assisting individuals to plan and take part in recreation and leisure activities? 

7. Describe some the recreation and leisure activities that individuals of this home do together. 

8. What are some of the recreation and leisure activities that individuals do on their own or with the support of a staff person? 

9. How often do individuals take part in recreation and leisure activities within the community? 

10. Who selects the recreation and leisure activities in which individuals engage? 

11. To what types of community organizations do current individuals belong? 

12. What community resources are available to individuals in the immediate neighborhood? 

13. What resources in the immediate community do individuals regularly use (such as where do people bank, get a haircut, etc.)? 
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 Vulnerability and Safety
1. How does staff encourage individuals to take part in the community while minimizing their vulnerability? 

2. What is the process your agency uses to assess the vulnerability of individuals and how are protection plans developed? 

3. How does staff determine whether an activity in which an individual wants to take part is too risky? 

4. How safe is the neighborhood in which this home is located? (Check with local law enforcement agency to confirm.) 

5. Do any of the other people living in this home have a history of physical, verbal, or emotional aggression, or of theft of other people’s property? 

6. How does staff handle situations in which the behavior of one individual makes other individuals vulnerable? 

7. How are disagreements between people who live and work in this house resolved? 

8. Within the past three years, has your agency dismissed any staff or individuals due to their making other individuals vulnerable? 

9. Has your agency had any “reportable” incidents of abuse or neglect in the last three years? (Verify with the Office of Health Facility Complaints.) 

10. What training do staff receive to ensure that, at all times, they respect and support the rights of individuals? 
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 Transportation and Mobility
1. What transportation is available to individuals at this home? 

2. What are the limits about how far staff will transport people (e.g., to the other side of town)? 

3. Is this home near a bus line? Which one(s)? 

4. What interesting places in the community can individuals get to on the bus without having to transfer? 

5. Do staff members use their own cars for transportation or is there a company vehicle available? 

6. What type of insurance coverage do individuals have when they are being transported by staff? 

7. Will staff provide transportation to people who are able to use the bus or par transit services, or get rides from family members? 

8. How would my family member get to their work/day program if he or she was to be supported by your agency? 

9. What types of community resources (e.g., entertainment, parks, library, restaurants, etc.) are within walking distance from this home? 

10. To what degree are individuals supported to walk to community resources (e.g., parks entertainment, library, restaurants, etc.)? 

11. Are their limitations as to the time of day that individuals are provided with transportation by staff? 
12. To what types of events in the community does staff provide individuals with transportation?
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