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INTRODUCTION 

A critical problem for attendant services is locating and keeping good 
personal assistants. Consumers spend far too much time coping with at­
tendant turnover. To help with this problem, many independent living 
centers (ILCs) and other agencies have organized attendant referral 
pools. These pools provide a directory of personal assistants who are 
available for work. When consumers need a personal assistant, they con­
tact the agency. The agency then provides a list of prospective personal 
assistants. 

While referral pools are one way to locate personal assistants, they re­
quire a lot of staff time. In addition, attendant pools can encourage con­
sumers to depend completely on the agency to find personal assistants. 
This undermines IL philosophy by limiting consumer involvement and 
responsibility. 

This manual minimizes problems with attendant referral pools, by of­
fering procedures for organizing and maintaining a consumer-directed 
pool. Using consumers decreases staff time and increases consumer con­
trol. We recognize that many agencies cannot establish totally consumer­
directed pools. So, we have developed procedures that work for a variety 
of situations, from total consumer control to a combination of consumer 
and staff involvement. This manual provides a complete and flexible 
package for organizing an efficient referral pool. 

To reduce paper work and manage large pools more efficiently, we 
have also developed a computer program called MATCHMAKER. 
MATCHMAKER allows easy storage and retrieval of all consumer and 
attendant records. MATCHMAKER also allows the user to search the 
database and match consumers with personal assistants, based on com­
mon needs and skills. MATCHMAKER is available from the RTC/IL. 



One critical issue for attendant referral pools is liability. While you 
cannot eliminate liability, you can minimize potential problems. All the 
procedures in this manual have been reviewed by Martha Hodgesmith 
and Lynette Petty, attorneys from Kansas Legal Services, who have been 
active in disability-related legal issues and have a thorough under­
standing of attendant services. 

However, readers are cautioned to seek knowledgeable, local legal 
counsel when analyzing their potential liability in implementing proce­
dures recommended in this manual. The information presented herein 
should only be considered recommendations and not a substitute for in­
dividual legal advice on specific issues of implementation. 

We have tried to include as much information as we could and to 
make the procedures flexible. However, we know one can't address every 
situation, and we hope you use the manual as a basis for creating your 
own referral pool. Good luck. If you have any questions, feel free to con­
tact us at the RTC/IL, University of Kansas. 
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SETIING UP THE SYSTEM 
Several issues need to be addressed before you can set a referral sys­

tem in motion. 

Organization 
The first issue is how much consumer control is possible. This 

depends largely on consumer interest, existing consumer groups, and 
other local organizations. One option is to recruit consumers, explain 
how a referral pool operates, and then let the consumer group take over. 
The agency would serve as a consultant to help the system get started. 
Ideally, the consumer group would initiate and be responsible for develop­
ing and maintaining the system. They would make all pertinent 
decisions and take responsibility for actions taken. The system would 
operate much like food, housing, or other cooperatives. Those in­
dividuals wanting services would put in work time to maintain the system 
and then receive services at a reduced cost. 

Cooperatives usually involve: group decisions by majority vote, near­
equal participation by all using the system, staffing by consumers using 
the system and by recruited volunteers. 

There are several advantages and disadvantages to cooperatives. Ad­
vantages include total consumer control and leaders who are experienced 
working with personal assistants and_ have a high level of commitment to 
running an effective operation. Assuming the system will be maintained 
by volunteers, it is the least expensive system to operate. 

Disadvantages include: no identifiable person or agency responsible 
for the system's continuity, no formal accountability process, and no 
mechanism for ensuring equal work distribution. Some components will 
require funding, and generating funds can be a difficult task. Further, 
many consumers rely on social service, state, or federal funding to pay for 
personal assistants. Government funding typically has restrictions on the 
type of agency that can provide attendant services. Many of those restric­
tions will not allow a "consumer cooperative" to find and place personal 
assistants. Check on your state policy before beginning this type of ser­
vice. If you are or know of a consumer group who pays for its attendant 
services privately, establishing a cooperative referral pool can significantly 
reduce the time each individual would spend locating personal assistants. 

Two potential problems can develop in a "cooperative" working arran­
gement. These problems have been identified by other groups organized 
as consumer cooperatives. The first is the need for continuity of services. 
Many people are willing to put in a lot of hours until their particular 
needs are met, and then they drop out until they need a personal assis-
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tant again. This, of course, creates an unstable work force. 

Another potential problem is that some people won't work as hard as 
others. This generates conflict within the group. The group developing 
the system needs to decide how it will handle each of these potential 
problems. 

A second approach is for your agency to establish an attendant refer­
ral pool as a service. You can achieve consumer control by using con­
sumers to develop the system and relying on them and other volunteers 
to staff it. This type of system includes a Consumer Advisory Committee. 
The Committee would be incorporated into existing agency policies and 
organization and would share supervision of workers in the pool with 
paid agency staf£ 

The Consumer Advisory Committee can be established in several 
ways. Your agency may know several consumers who use personal assis­
tant services regularly. Or, you may know consumers who currently need 
to locate dependable personal assistants. Any consumers who are spend­
ing a lot of time locating attendants would be logical candidates for serv­
ing on the Advisory Committee. They are experienced attendant users 
and will probably welcome the opportunity to improve their situation. 
You will need 3 to 5 consumers who will be interested in and dedicated to 
the task at hand. 

There are several advantages and disadvantages to this system. Ad­
vantages include a large degree of consumer control and wider use of 
community resources, since consumers and volunteers would run the sys­
tem. Using a Consumer Advisory Committee and agency staff ensures 
continuity, and using an agency ensures continuity of funding. 

Disadvantages include a complex level of cooperation and a larger 
budget due to paid staf£ In addition, the system may become compli­
cated, since policies and procedures for the referral pool and the agency 
must complement each other. You will also need to consider any require­
ments by the funding source responsible for paying the attendants. Your 
agency probably has a lot of experience establishing working relationships 
among various agencies. This will be useful for referral pools, because all 
necessary interfaces must be made before the system can operate. 

The sections of this manual that address policy and procedure 
decisions for the Consumer Advisory Committee can also be applicable 
to "agency staf£" If you cannot establish a formal Consumer Advisory 
Committee, we suggest that, at minimum, you have consumers review 
the policies and procedures and incorporate their feedback into the sys­
tem whenever possible. 

2 



I 

I 

I 

I 

Policy 
There are several areas where policies must be developed before the 

system can operate. Once there is a formal organizational structure, the 
working group should focus on defining policies. The first area to address 
is whom the referral pool will serve. Many people use attendant-type ser­
vices: People with physical disabilities need personal assistants for per­
sonal care; people with cognitive disabilities need assistance with record 
keeping or employment support; elderly individuals need shopping, 
housekeeping, and odd jobs; parents of children with disabilities need 
respite care for the child; etc. Any of these groups would benefit from 
having access to an attendant pool. Who will be served depends on the 
focus of your organization and which groups are currently serviced by 
other local groups. Avoid duplication of services if possible. 

One way to assess the need for a referral pool is to send questionnaires 
to appropriate agencies in your area. Send a cover letter with the ques­
tionnaire that describes the system you are considering. A sample ques­
tionnaire is included in Appendix A Keep in mind available community 
resources. Financial considerations may determine which populations 
you can serve. For example, serving people who have just been released 
from a hospital and are still recovering will mean consumers who may not 
be able to put in time to support the system. You will need another reli­
able work source. Can volunteers handle the work load, or will extra 
financial resources be needed? 

Membership Criteria 
Once you have a solid base of consumer involvement, you will need to 

establish membership criteria. Membership criteria should include: 
responsibilities of those using the pool, consequences for problems with 
members or attendants, required qualifications for particular jobs, and 
any other issues your group wants included. 

The following is an example of a policy statement. It includes each of 
the issues we have been discussing and gives a better idea of how to ad­
dress each issue. This policy statement was developed by a consumer 
group in Lawrence, Kansas, in conjunction with the local ILC, Inde­
pendence, Inc. This is only an example; yours will reflect the composi­
tion and needs of the consumers and support staff in your area. 
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Policies 

Attendant Referral Pool 

1. ORGANIZATIONAL STRUCTURE 

a. OVERVIEW 

The attendant referral pool will be run by a Consumer Advisory Com­
mittee. The Advisory Committee will oversee and control the referral 
pool. The ILC will provide computer time, space, some regular staff time, 
and paper supplies for operation of the system. Volunteers ~ill be 
recruited to do specified tasks to maintain or keep the pool current. The 
staff person provided by the ILC will be responsible for overseeing the day­
to-day workings of the referral system under the direction of the Con­
sumer Advisory Committee. 

b. COMPOSITION OF THE CONSUMER ADVISORY COMMIT­
TEE. 

Sixty percent of the Advisory Committee shall be current users of at­
tendant services who have had experience training and managing per­
sonal attendants. The remaining 40% of the Advisory Committee may 
be people who are not currently using or have never used attendant ser­
vices. Preference will be given to consumers who have used attendant 
services at some time in the past. The staff person from the ILC will be a 
nonvoting member of the Advisory Committee and will be expected to at­
tend all Advisory Committee meetings. 

Other nonvoting members (advisory capacity) may include: inter­
ested nondisabled individuals, SRS personnel, independent living profes­
sionals, individuals in the private sector who may be interested in finan­
cially supporting the system, and others whom the Advisory Committee 
determines may make a contribution to the process. The advisory mem­
bers will be invited to specified meetings as needed. 

Future directions: Once the Advisory Committee has been estab­
lished and the system is operating effectively, a rotation system for Ad­
visory Committee members will be established. At that time, other pos­
sibilities for composition of Advisory Committee membership will be dis­
cussed. 
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c. STAFFING 

Every effort will be made to insure that the staff person responsible for 
this program will be someone who is currently using attendant services 
and has had experience with and is proficient at hiring and training atten­
dants. 

d. VOLUNTEERS 

Volunteers will be recruited to carry out day-to-day operations of the 
system. Volunteers will be supervised by the staff person at the ILC. The 
Consumer Advisory Committee will determine which jobs the volunteers 
will perform. 

II. MEMBERSHIP IN 11IB POOL 

a. USERS OF THE POOL 

Any person who requires assistance in two or more areas in the "per­
sonal care" category on the request form is eligible to use the attendant 
referral pool, in effect become a "member." All users of the pool will be ex­
pected to donate some time in maintaining the pool. The amount of 
time required will be determined by the number of contacts made with 
the system, reasons for contacts, and the capabilities of the individual in­
volved. 

Users will be allowed to use the pool the first time "free" but will be ex­
pected to spend some time working for all subsequent contacts with the 
pool. Persons who do not feel they are able to work will be asked to desig­
nate another person (e.g., family member, friend) who will work for them. 
If they do not have a substitute worker, they must request an exception 
from the Advisory Committee. Each request for exception will be 
evaluated individually by the Advisory Committee. 

A second membership criterion relates to personal attendant (PA) 
management training. Management training is available to any con­
sumer who requests it. Such requests should be directed to the person 
on-call for the pool. 

In order to prevent depletion of the pool resources, when a pattern of 
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excessive PA turnover becomes evident with a particular consumer, this 
member of the pool will be required to participate in personal assistant 
management training. 

Turnover is defined as the consumer firing or otherwise losing a 
regular PA. A regular PA is any PA who works for that person on an on­
going, weekly basis. When turnover reaches 3 times in a 1-month period, 
a pool Advisory Committee member will contact the consumer and dis­
cuss the situation to determine if there is a problem, and offer assistance 
if it is appropriate to do so. If the turnover rate reaches 4 and the con­
sumer refuses to participate in management training, access to pool 
resources will be denied. At the time of refusal, the consumer will be 
reminded of the grievance procedure and informed of his or her right to 
file a complaint. 

If at some point in the future, the consumer agrees to participate in 
the training, he or she will be allowed to use the referral pool upon com­
pletion of the training. 

b. WORKERS IN THE POOL 

All workers will be supervised by the staff person at the ILC. The staff 
person will be under the direction of the Advisory Committee. The fol­
lowing jobs must be carried out by persons who are currently using per­
sonal attendants: advertising, reference checks, interviews with potential 
attendants, follow-up, evaluations, feedback, orientation and training of 
new workers and attendants. Other jobs, including pool maintenance, 
such as answering telephones, updating computer data bases, doing mail­
ings, etc., may be done by any volunteer at the discretion of the Advisory 
Committee and the designated staff person. 

The answering system is a crucial element in the system and one that 
has potential for many problems. Thus, the person responsible for taking 
requests for attendants, making the referrals, and maintaining contacts 
with attendants in the pool needs to be dependable and responsible. 

c. ATTENDANTS IN THE POOL 

Before being activated in the referral pool, attendants must successful­
ly complete the application, interview, and reference check. The inter­
view team will notify the applicants in writing of their acceptance or non­
acceptance into the referral pool. 
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Following notification of acceptance, the attendant is required to par­
ticipate in an orientation and training session to be completed before 
they are referred for a job. Attendants will not be compensated monetari­
ly for the initial training period. During the orientation and training ses­
sion, the attendant will be given a copy of referral pool policies and proce­
dures and time to discuss these with Advisory Committee repre­
sentatives. The attendant will also spend time observing any routines in 
which the interview team determines the PA lacks experience. Finally, 
the attendant will read and sign an agreement form acknowledging aware­
ness and acceptance of the policies and procedures and their rights and 
responsibilities as part of the pool. All training related to specific 
routines required on the job once the attendant has been hired is the 
responsibility of the consumer for whom the attendant works. 

The referral pool operates only as a source through which consumers 
may obtain regular or emergency back-up personal assistants. As such, 
the referral pool assumes no responsibility for payment for work personal 
assistants in the pool perform for consumers. Responsibility for payments 
lies with the consumer who is the employer. In those cases where the 
situation necessitates a third- party payment, the consumer and atten­
dant are responsible to adhere to the policies of that organization. 

If a personal assistant quits or is terminated 3 times after being 
placed with 2 or more consumers in a 1-month period, an Advisory Com­
mittee member will contact the attendant to discuss the problem and 
offer assistance, if needed, and to determine if an acceptable resolution 
to the problem can be reached. Four such instances in a 1-month period 
will result in dismissal from the pool. The attendant's name will be 
removed from all pool lists of eligible personal assistants. Written notifica­
tion of this action will be given to the attendant and a reminder of their 
right to file a complaint with the grievance committee. 

Any incident involving alleged bodily harm or serious damage to 
property that is brought to the attention of the Advisory Committee will 
be referred to the appropriate law enforcement agency and will be inves­
tigated by the Advisory Committee. Any action deemed necessary by the 
Advisory Committee will be taken to protect the welfare of the consumer 
and the attendant until the investigation into the incident can be com­
pleted. 

If after such investigation, the Advisory Committee concludes that 
potential danger exists to others by maintaining the name(s) on the refer­
ral list, the person(s) will be removed from membership and participation 
in the pool. 
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One final policy you need to develop before the system begins is a 
grievance procedure. You need to have a systematic, unbiased way to 
handle complaints and accusations about the referral system. A sample 
grievance procedure is included in Appendix B. It was developed by a 
group of consumers and modified by Martha Hodgesmith, our legal con­
sultant. 

Once the system has been defined and policies and procedures 
developed for continuation of the system, you are ready to begin the nuts 
and bolts of the referral pool itsel£ 
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DEVELOPING THE 
~1·1ENDANT POOL 

The first step in establishing a working attendant referral system is to 
create a pool of qualified, reliable personal assistants large enough to 
meet the needs of your consumers. A depth chart can help with the plan­
ning process. A depth chart projects the days and times personal assis­
tants will be needed. It is based on the number of consumers using the 
referral pool and a compilation of their scheduled use of personal assis­
tants. You begin by outlining a week with each day broken down into 
time blocks. 

Depth Chart 

SUNDAY MONDAY TUESDAY WEDNESDAY THURSDAY FRIDAY SATURDAY 
Sam,-----,-----,------.------r-----r-----r----, 

12pm 1------+-----+------+-----+-----+-----+------+ 

5pm 1------+------f-------+-----+-----+-----+-------i 

10pm 1-------+------f-------+-----+------+------+-------i 

Sam "-----'-----~---__,J"-------'-------'----__._ ____ _. 
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Then you need an estimate of the number of personal assistants 
needed during each time block. The projection will, of course, be ap­
proximate, because additional consumers may use the pool once it is 
operating. After the pool is established, the depth chart can keep track 
of the number of personal assistants available in each time block. This 
will alert you when to advertise for new personal assistants for certain 
times of the day. Don't forget to include times during the night, because 
some consumers will want night support or live-in personal assistants for 
24-hour support. 

Advertising 
In order to create a pool, you must first advertise for personal assis­

tants. You can use paid newspaper ads, or if you live in a university 
town, you can use their job or bulletin boards to advertise at no cost. In 
small towns, local grocery stores, libraries, or churches may have bulletin 
boards, social service committees, or their own newsletters. All towns 
have key community members with a wide range of contacts and in­
fluence. Get to know these people, and seek out their help as public sup­
porters of the value of personal assistants for independent living. Develop 
and implement your plan for effective advertising, and you are ready to 
begin the process of building the pool. 

Screening Applicants 
Once you have advertised effectively, applicants will begin to call in. 

You need a system to handle the calls. Begin the screening process when 
the applicant calls. Use the first phone call to conduct a telephone inter­
view. During the interview, you need to provide basic information about 
the jobs and get basic information from the caller. Ask any pertinent 
questions that will help you eliminate unsuitable applicants, such as 
prison record, inability to provide work or volunteer work references, no 
reliable transportation, illiterate, cannot understand English, no phone, 
not comfortable with working with personal care, i.e., bowel and bladder 
care. 

The next step in the screening process is the personal interview. If 
more than one agency or group is involved in the referral system, 
decisions about responsibilities for the interview process must be made. 
For example, if funding for personal assistants does not come from your 
agency, personnel from the funding source may want to be involved in 
selecting personal assistants. The consumers involved in running the 
referral system should also be involved in the interview process. Keep in 
mind that screening at this point is only for determining who will be 
placed in the referral pool. The consumer will conduct another interview 
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before he or she hires the attendant. Thus, the decisions made about pro­
cedures for this preliminary interview are made with the goal of screening 
unqualified applicants and thus protecting the liability of the referral sys­
tem. Decisions that need to be made include who will be present at the 

interview, who will ask the questions, who will decide what questions to 
ask, and who will decide which applicants will be included in the referral 
pool. 

In Appendix C, we have included a list of possible questions for the 
personal interview. Again, as with all of these materials, questions should 
be modified to meet your needs. Social service agencies often have re­
quired questions. We recommend that all applicants be asked the same 
questions. This allows you to make comparisons across applicants. 

A job application can be filled out during the interview or prior to the 
interview, whichever you prefer. All applicants should fill out an applica­

tion form and provide references. To ensure quality services and for 
liability reasons, all applicants must be thoroughly screened based on the 
information in the application and reference check. On the next page 
are a sample application and a reference check form included in Appen­
dix D. 

Notice there is space for work references and personal references. If 
an applicant cannot produce a work reference, do not consider that per­
son. Experience has shown that applicants of a reasonable age, who 
have had no work experience or are unwilling to discuss previous jobs, do 
not make suitable employees. 

There are, however, exceptions to this rule. For example, women who 

have worked only in the home or high school students may make excel­
lent attendants. Remember to treat each applicant individually, and use 
your judgment about including people in the pool. 

The application can be modified to reflect the particular needs of your 

consumers. The sample application can be used for any type of atten­
dant, e.g., emergency, regular, live-in, housekeeper, etc. 

For more information about how to advertise for applicants and con­
duct an effective interview and screening, see "A Step-by-Step Guide to 

Training and Managing Personal Attendants, Vol. 1: Consumer's Guide" 
available from the Research and Training Center on Independent Living, 
University of Kansas. 
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Personal Assistant Application 

Name ff1. ferry 
Address Q .3 fa :s :± sJ , 
City Hane..c +awn State Gam S:0--.S Zip (,a {pc) 0 ::l, 

Telephone# ()I IS - ~ .i'r / 3 J.3 Social Security# , :((.::2 - z O -6 8' I 9 
Male 'X Female ---
Transportation 

. Do you have a valid driver's license? JP , 
What is your primary means of trans~n?_----l,C_...a~r-----1-------­
lf necessary, what back-up mode of transportation could you utilize? __ h~tA.:a.S:------
Availability 

What hours each clay are you available to work? 

SUNDAY MONDAY TUESDAY WEDNESDAY THURSDAY cRIDAY SATURDAY 6am 

g:c,o 810 0 Q' C>O '6; 0 D 
12pm I 

I 

5pm 

10pm 

6am 

Are you available to work in an emergency back-up capacity? A )0 
Are you interested in working as a liv&r attendant? A. ) o 
Are you available for night support? o 
If known, wt:,at holidays are you open to work? _____ U=--o:.J.o .... f._... __________ _ 
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Job Activities 

Please check those areas in which you would like to provide assistance: 

Personal care 
_L_ Dressing 
~ Exercise 
_L Hoyer Lift transfer 
_L_ Physical transfers 

, _L_ Showering 

Bowel routine 
- Breathing equipment 
- Catheter care 
-;;- Medications 
- Ostomy care 
-L- Range of motion 

Meals 
✓ Meal preparation 
~ Feeding 
~ Cleanup 
Housekeeping 
_L General cleaning 
__L. Laundry 
___L Shopping 
_ Sewing 
Miscellaneous 
___!:::::_ Correspondence/phone calling 
_JL._ Errands 
✓ Recreation 

....JL_ Transportation 
_ Typing 

List any health conditions that may affect your attendance or ability to do any of the above job 
activities o" 

Are you· willing to do heavy lifting? ~lS 

Would you be willing to use your source of transportation if needed to accomplish any of the 
above activities? y f. 5 

Are you willing to assist men only ___ women only ___ either ✓ 
Are you a smoker? )Jo If so, do you desire to smoke during working hours? __ _ 

Are you a non°smoker? U.P ~ If so, are you willing to work with a consumer who 
smokes? ,No ,-

Do you currently have a drug or alcohol problem? ....Uo If yes, explain. ______ _ 

General 

How did you learn about this job? Newspaper ,/ Friend.___ Bulletin board __ _ 
Other -------------------------------
Are you currently a student? A:h,_ If so, where? What is your major? ________ _ 

Why are you interested in this job?_ ..... ~..,t-_ _:...a,i.;:~:;..i,Q1.:.:...::;.,_rn~--P .. a ... NO~.......,,-bd-=i:::...0A~a..~._~..z..=;:..::...;=.::Y~ Poe $"cboo\. I 
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Employment History 

List two former employers beginning with the most recent one. Please be advised that I intend 
to contact your references. 

Name of company and. supervisor lb-A k ce tc£Q C~c - :J: Oc-e.. r'=<f1/ tl'-5 C) r 

Dates employed 1/8}~ - f [fS e,;:}- Position held Q rrftij,nf ()._; 4 p 1 

Address c2 3 lo Locus ± . Phone at:R:- C/.5:j I 

Duties and responsibilities f:/~ j ea.:JqQ,AU S Q/r{1 .JV(.f ft CJ°s <".S -for 
. re 1.,1)~. . . 

Name of company and supervisor JG C o faJ Q.. L f., - t). fa cre.J:, 2=+(€ r U,;..e r 

Dates employed S /9' 7 - / /g 2' Position held Coo \c.. 
l 1 ·--~~=------

Address d5 ?$'. I-ow~± Phone 88:?- 5 l,~ I 

Duties and responsibilities C.. DD~ J ±o--CC$ 

Have you had any job experience relevant to being a Personal Assistant for a person with a 
disability? A )o If yes, please explain. _________________ _ 

Please list two personal references. 

Name 6. e .e,_rr~ 

Address / a 3 fo ,sJ-, 5:J-. 
Relationship Po 4 C 

Phone 55:? f - I 3 (.3 

Name cla Hope.,, Relationship ,:£ri::e-.c-.d 

Address Qo l( 5 W ya ft Phone 88: 7: - ,)'{;) ( 



Reference Check Fonn 

Name 

Address 

He:~·01,A)o I ts 
City, state, and zip 

I am considering. fr) l . e £, CC~ for a position 
as a personal attendant. I would appreci~te talking with you to verify information about the 
applicant's work history and character. I will contact you by phone within a week, or you may 
call me at your convenience. Thank you. 

Your na e . Date' ' 

I hereby authorize you to supply the requested information. Thank you. 

~>N ~J((,,/f-r 
Signature &pplicant \ Dat 
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Orientation and Training 
The majority of training will occur once the personal assistant is hired 

by a consumer. Consumers are most familiar with their own needs and 
know how they want the job done. However, some orientation and train­
ing may be needed before attendants are referred. The referral system 
needs to decide if it will provide any initial orientation and training. 

There are several ways to conduct orientation and training. The way 
you choose will probably be determined by what the core group begin­
ning the pool decides, characteristics of the local consumer population, 
community resources, and funds available for this part of the program. It 
is essential that consumers be involved and that they provide the train­
ing. This can be done in groups or individually. Orientation may consist 
of informing the personal assistant about the policies of the pool, or it 
could also include training in specific duties. For liability reasons, mini­
mal training is recommended for jobs common to most situations that 
could cause injury if done incorrectly. For example, various lifts and 
transfers might be trained, because incorrect transfers could injure both 
the personal assistant and the consumer. General training could be 
developed and offered to all personal assistants, or it could be individual­
ized for each personal assistant. For example, after an applicant has been 
approved by the interview team, the team could recommend training in 
any areas where the applicant may not have prior experience. Based on 
the team's recommendations, the applicant could be required to observe 
another personal assistant performing those routines. We recommend in­
dividualizing the training, because this approach is both cost-effective · 
and maximizes time spent by instructors. 

During orientation, the applicant should be given a copy of referral 
pool policies and procedures and an opportunity to discuss them with a 
pool representative. The applicant would then be asked to sign an agree­
ment form acknowledging awareness and acceptance of the policies and 
procedures of the referral pool and his or her rights and responsibilities as 
part of the pool. A sample form is included in Appendix E. 

Quality Control 
Quality control is crucial so that the Advisory Committee can see that 

procedures are being carried out accurately and efficiently. It is impor­
tant that an individual be identified for each job responsibility. Someone 
needs to monitor the depth chart and recruit new personal assistants 
when needed. Someone needs to take phone calls, pass out applications, 
notify the correct people that an interview is scheduled, etc. 

Once job responsibilities are assigned, someone needs to monitor how 
the jobs are being performed and provide feedback on a regular basis. Job 
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descriptions may be helpful for defining each task in the system. This 
gives supervisors concrete measures they can use to monitor the workers. 

Because the majority of workers will be volunteers who will change 
depending on who needs personal assistants at the time, the work force 
will be somewhat unpredictable, more than likely untrained, and all part­
tirne. This type of work force necessitates built-in methods of organiza­
tion and evaluation to keep the system operating efficiently. 

Following is an ex3:mple of an organizational chart for a referral pool. 
This chart includes all jobs necessary for efficient operation. It lists jobs, 
not individuals. Because you will probably be staffed by volunteers, each 
job may be filled by more than one person, depending on the times and 
people available. 

Organizational Chart 

Coordinating Agency 

I 
Consumer Advisory Committee 

Referral Pool 
Staff 

Answers phone 

Calls for 
attendants 

Questions 
about Jobs 

Questions 
about pool 

Pool maintenance 

Update data 
bases 

Mailing 

I 
Agency Staff Person 

Interview 
Team 

Reference 
checks 

Interviews 

Advertising for 
attendants 

Reviews 
applications 

I 
System 
Evaluations 

Exit interviews 

Staff satisfaction 
surveys 

Efficiency ratings 
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Orientation of training 
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management 
training for 
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lnservice 
and support 
groups for 
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THE REFERRAL PROCESS 
Now you are ready for the first request from a consumer for a personal 

assistant. How will you handle the calls? In this section, we will discuss 
the referral process. 

Consumer Requests 
The first step in the referral process is to decide what the consumer 

wants. (See following page for sample Consumer Request Form.) 

Notice the consumer request form parallels the attendant applica­
tion form. This form asks for necessary demographic information, hours 
a personal assistant is needed, jobs the personal assistant would need to 
do, and other requirements or preferences. 

Copies of both forms are included in Appendix D. Feel free to copy 
these forms. Again, modify any form to reflect the needs of your con­
sumers. 

Procedures 
You will need two procedures for referrals, one to handle requests 

for regular personal assistants and one to handle emergency requests (if 
you decide to provide this service). "Regular attendants" refers to per­
sonal assistants who are employed on an ongoing, weekly basis. Regular 
also refers to personal assistants who are replacing regular personal assis­
tants who have notified the consumer in advance about time of£ Be­
cause of the advance notice, consumers can screen and interview ap­
plicants, so there is no need for the referral pool to find a personal assis­
tant for immediate service. 

A consumer calling for an emergency attendant is a different situa­
tion. An "emergency attendant" is hired when a consumer's regular per­
sonal assistant is unavailable and the consumer's back-up system has not 
worked. An emergency is defined as a situation requiring immediate as­
sistance in order to maintain health. 

Examples of appropriate emergency tasks are assistance with: breath­
ing equipment, bathing, bowel or bladder routines, daily hygiene, dress­
ing, meal preparation/feeding, transfers. Inappropriate tasks would be 
house cleaning, laundry, or shopping for anything other than food. Be­
cause the consumer needs immediate assistance, there is no time to 
screen and hire personal assistants. 

18 



i ' I 

6am 

12pm 

5pm 

I 
10pm 

.Sam 

Consumer Request 

Name L 1 \C. ,It::::': S Date j} (d:- /8& --~,.~=-=-_.._'-'~i_.L4~---------------- 1 • J 

Address---;.J-8:0.......,.;.---1±~""""lA~).i...:;:m;_,r--'--b1..:..i _A...:::i,l....:.frrn._:~-----Phone # fd j ~ -~ 8:;).. 
0w:±n , .Q:n State __ K __ S ______ Zip IA blo Cf/ 

Request is for emergency _________ Regular placement. __ .,_.q,-;:t_.5 ___ _ 

Do you have a speech or hearing impairment? A ) 0 If so, what is your primary_ method of 
communication? 

Communication board 
Computer-assisted 

__ Sign language 
__ Type 

TDD 
--Voice 

Voice synthesizer 
__ Other assistive device Explain. _________________ _ 

Age Range 18-30 ___ 30-50 ( Over 50 ---
Method of entrance into your home Fra,J- Ooo c ~ nc lock-D roe c::r ctftr)), 

J 

Location of emergency information in house ~ a bt .;... £cl-ckJ, Ac,,. 
I 

Schedule 

What hours each day do you require an attendant? 

SUNDAY MONDAY TUESDAY WEDNESDAY THURSDAY FRIDAY SATURDAY 

8:00 er a, i"" ¥ % 0 
101,oo 

I I I I I I 
(O IO IO 10 10 IO 

I t . I \ l I I I 
l!~O t,!~O ,,~ 3o 11!30 ,, 130 II i 3t> It :30 
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Job Activities 

Please check those areas in which you would like assistanc~: 

Personal care 
~ Dressing 
_L.. Exercise 
_ Hoyer Lift transfer 
_.iL Physical transfers 
_L Showering 

~ Bowel routine 
_ Breathing equipment 
_L Catheter care 

Medications 
_ Ostomy care 
_L Range of motion 

Other Requirements 

Meals 
~ Meal preparation 
--=.:::.. Feeding 
~ Cleanup 
Housekeeping 
L.. General cleaning 
✓ Laundry 
~ Shopping 
_ Sewing 
Miscellaneous 
_ Correspondence/phone calling 
~ Errands 
_ Recreation 
_L Transportation 
_ Typing 

Do you require an attendant capable of heavy lifting? It <5 

Do you use special equipment? If so, please list ----------------
1 s night support necessary for you? }JO 
Do you need a live-in attendant? ___ ;J_o __ 
Experience 

Do you prefer an attendant with experience? 
No ----,,.-

✓ Prefer experience but will accept others 
Yes If yes, please specify type of experience: 

--- Worked previously as a personal attendant 
State certified aide ---___ Other _________________ _ 

Preferences 

Do you have a preferred age for your attendant? 3 0 - S 0 
If yes, circle age preference: 18-30 30~50 Over 50 

Do prefer men only ____ Women only ✓ Either ----
Are you willing to hire an attendant who would like to smoke while working? )Jo 
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Do you smoke? Yo 
Other 

What is the source of funds for your attendant payment (e.g., SAS, etc.) _ __../:l .... C-.-f> ..... 5 ___ _ 
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Therefore, special caution must be taken in screening and training 

emergency personal assistants. The referring agency has more respon­

sibility for the performance of personal assistants when it places a per­

sonal assistant without input from the consumer. 

When a call from a consumer comes in, the first step for the person 

on-call will be to assess whether the situation is an emergency or not. If 
the caller has used the system before, the staff should access the informa­

tion on file for this person, and record any changes that may need to be 

made concerning the new request. 

If the caller is a new user, the staff should explain the referral system 

and the requirements for members. If the caller agrees to the member­

ship requirements, the staff will ask the caller to fill out the consumer re­

quest form. This form may be administered over the phone. 

After obtaining the necessary information, the staff will run the 

MATCHMAKER program (or whatever means of matching will be used) 

and provide the consumer with information about personal assistants 

who match their needs. If there are only a few personal assistants who 

meet all of the requirements, ask the consumer to consider modifying the 

request and redo the matching process. 

The next step is up to the consumer. Consumers can call as many per­

sonal assistants on the list as they want for interviews. The consumer is 

responsible for scheduling personal interviews, screening the attendants, 

and making a decision about hiring. We suggest that referral pool staff be 

available for suggestions about screening and hiring techniques, if re­

quested, but not to assist in the final decision .. 

Having the consumer assume responsibility for the final decision is 

central to the IL philosophy of control over one's life. The personal assis­

tant will be working with the consumer, and no one else will be around 

while the personal assistant is doing the job. Ultimately, the consumer is 

the employer who must be comfortable with the attendant. Any per­

sonal assistant in the pool has already been screened and approved 

through the process. 

Second, the consumer will be giving the personal assistant directions 

about job performance. Having the consumer do the final interview and 

hiring begins an appropriate supervisor-employee relationship. 

Third, this procedure can work to limit your agency's liability for the 

personal assistant's perfo~ance, because consumers are directly involved 

in insuring their specific needs are met by the individuals whom they 

choose. The final step in the referral process is for the consumer to notify 

the referral pool and any other responsible agencies about who was hired, 

within 24 hours, if possible. 

This allows you to update files, remove the personal assistant's name 
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from the "available" list, and put the personal assistant on a payroll, if this 

is part of your system. 

The Referral Process for an Emergency 
Personal Assistant. 

The first step is to decide when a request is an emergency. If it is, fill 

out a consumer request form. Be sure to note how the personal assistant 

should enter the consumer's residence (i.e., front or back door, where to 

get a key if necessary, knock or walk in). Explain that you will call them 

back as soon as you locate a personal assistant. If necessary, call the con­

sumer back at the agreed-upon time intervals (every 15 or 30 minutes is 

suggested) to re-establish contact, and let him or her know how you are 

doing in the process. 

The next step is to call emergency personal assistants until you reach 

one who is available. Provide them with all the necessary information 

about the consumer from the request form. Check whether they have 

transportation, and if for some reason they do not, as a last resort, we sug­

gest you have some way to provide it. For example, the pool could pay 

cab fare. This option makes your service more reliable and able to secure 

emergency personal assistants in a pinch. When a personal assistant's 

services have been secured, call the consumer back, and inform him or 

her who will be corning and when. 

If no attendant can be found in a reasonable amount of time, call the 

consumer to update him or her where you are in the search process and 

what options remain. If time and level of need dictate quick action, ex­

plore with the consumer the other means available to acquire an atten­

dant (e.g., home health agencies, visiting nurses, relatives, etc.). 

In the event of a medical emergency, the referral pool staff should as­

sist the consumer in arranging for professional medical treatment. Work 

with the consumer to determine the most appropriate source to meet his 

or her need in the shortest amount of time. Phone numbers of am­

bulance services, hospital emergency rooms, fire departments, and 

physicians should be available to referral pool staf£ 

The Answering System 
The most critical component of the emergency referral process is the 

answering system. It is important that you have a reliable, efficient, and 

accessible answering system to take emergency calls. Keep in mind that 

emergency calls can come in 24 hours a day, whenever the need for a per­

sonal assistant arises unexpectedly. You must decide if this is a respon­

sibility you can give to volunteers. If it is, you need to have regular dis-
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tribution of a list of who is on emergency call and their phone numbers. 
This list needs to be updated regularly because of schedule changes and 
distributed to consumers. You could also use a paging device linked to a 
central phone number that is rotated among people on call. 

We cannot overemphasize the importance of the quality and 
reliability of your answering system. If a request is not met quickly, or if 
the answering service cannot be reached, a consumer could be trapped in 
an unhealthy or life-threatening situation until your agency opens. If 
this occurs on a weekend or holiday, the down-time could be as much as 
72 hours. Using volunteers for the answering service could develop into 
a logistical nightmare. This is why we recommend your agency budget 
for a professional answering service. 

Regardless of who receives the calls, all answering personnel need 
orientation. It should include information about the importance of 
phone communication, the types of calls they may receive (e.g., calls 
from people with speech impairments, instructions for using a TDD with 
deaf callers), and a practice session on responding to various types of 
calls. 

Matching 
Once the calls for personal assistants start coming in, you will need to 

match the consumer with the most appropriate personal attendant avail­
able. There are two ways to conduct this matching process. If you have 
a small pool of personal assistants, it will be cost-effective to match by the 
"paper and pencil" method. Keep a master list of all personal assistants 
that includes basic information (e.g., sex, emergency vs. regular employ­
ment availability, age, or other pertinent information to make an initial 
match) and phone numbers. You will also need a separate file for each 
personal assistant that includes the application, notes on reference 
checks, times available, and recommendations by the interview team. 

When a consumer calls with a request, look at the master list, and 
screen the personal assistants for general suitability. Then check those in­
dividual files to see who is currently available at the times requested by 
the consumer. You can then begin the calling process if it is an emergen­
cy request, or you can send or phone a list of suitable applicants to the 
consumer, if it is a request for a regular attendant. 

This method requires updating each personal assistant's file as soon as 
he or she is hired to keep the files current. If you have a large personal as­
sistant list, or you serve many consumers, consider using a computer to 
do the matching. MATCHMAKER, IBM-compatible software, is avail­
able from RTC/IL. It allows easy storage and retrieval of information on 
consumers and attendants and matches consumers with personal assis-
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tants once a request has been made. 

Maintenance 
Now that you have a pool, you need to maintain it at a level that will 

meet the needs of your consumers. One way is to use depth charts, as 
mentioned earlier. Keep a record of how many available personal assis­
tants there are during each time block on the chart. You will need a cor­
responding chart for the projected number of attendants needed during 
each time block on the chart. You can estimate these numbers by total­
ing the number of actual requests for each time period and projecting if 
you will need an increase over the next few months. We suggest project­
ing ahead for at least 6 months to ensure that you have enough atten­
dants. 

Because, at any one time, you will have personal assistants in the pool 
who are not being used, it is important to maintain their interest so they 
will be available when they are needed. Many personal assistants are in 
the pool to earn money. If they are not hired by someone soon, they will 
look for a more regular job. You need to have some procedures to make 
staying in the pool attractive. We have several suggestions. 

First, maintain regular contact. Send letters, make phone calls, use 
any way you can to let the attendants know that you intend to refer their 
names as soon as possible. Be sure to let them know if there is a reason 
they are not being chosen more often. For example, their schedule 
maybe too restrictive. Suggest a personal assistant list more hours to get 
more "matches" in the future. The most important thing is to keep 
potential personal assistants informed about your activities and their 
progress in the system. 

Second, find ways to make the job more professional. An attendant's 
job is rarely given much status. Make the personal assistants feel impor­
tant. Having regular inservice workshops on various aspects of the job is 
good training and helps provide positive feedback. Many personal assis­
tants will attend without pay, if they learn something to make their jobs 
more meaningful and themselves more employable in the future. 

Third, provide regular support group opportunities for personal assis­
tants. An attendant's job is difficult and can be frustrating. Provide an 
opportunity to work through frustrations and share solutions to common 
problems. It can increase the length of time an attendant is willing to 
stay in the pool or work for a particular consumer. 

Finally, provide ongoing feedback. You will be doing regular evalua­
tions. Let attendants know how they are doing. Be quick to relay good 
things you hear about an attendant's job performance. Also be willing to 
discuss problems you have encountered trying to place him or her or 
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problems that have come up in exit interviews you have done with con­
sumers who have previously employed the attendant. 
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EVALUATION 
Evaluation is important for maintaining an efficient and effective sys­

tem. Two types of evaluation should be conducted on a regular basis-­
placement evaluation and internal agency evaluation. 

Placement Evaluation 
The effectiveness of your placement procedures can be measured by 

conducting exit interviews with personal assistants and consumers when 
a worker leaves a placement. Initially, we suggest you conduct exit inter­
views every time a personal assistant or consumer terminates a place­
ment. After the system has been operating for awhile, you will need 
fewer exit interviews. However, they should never be dropped entirely. 
Conduct periodic exit interviews to spot-check the system. 

Several issues should be addressed during the exit interviews. First, 
find out why the personal assistant is leaving. If it was a bad match, 
maybe you need to make some changes in the matching procedure. 

Second, determine the personal assistant's and consumer's satisfaction 
with the placement. Have the consumer rate the personal assistant's 
work performance. Also, have the personal assistant rate the consumer's 
supervisory skills, i.e., kind of work assigned, way instructions were 
given, etc. If there are recurring complaints about a consumer or an at­
tendant, you need to address the situation. 

Third, determine the personal assistant's and consumer's satisfaction 
with the referral pool. Include evaluations of promptness of service, 
friendliness of agency workers, agency's ability to handle complaints or 
problems, and satisfaction with solutions to any problems encountered by 
the worker or consumer during placement. Fourth, and probably most 
important, find out the willingness of the personal assistant and the con­
sumer to use the service in the future. This, of course, is the most impor­
tant evaluation. Problems may seem small to the referral pool staff, but if 
they keep a consumer or attendant from using the pool in the future, 
they need to be addressed. 

In addition to an exit interview, agency workers should add informa­
tion to files on attendants and consumers who use the pool. For personal 
assistants, keep a record of the response rate to calls from the agency, 
length of time employed, turnover rate, number of unexcused absences 
and no-shows for each placement, number of excused absences with 
notification for each placement, and cooperativeness. 

For consumers, keep track of the turnover rate for personal assistants 
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placed with the consumer, number of times the consumer contacted the 
agency with complaints, and cooperativeness. This information will help 
you identify problems. Remember, in the initial agreement, consumers 
agree to participate in management training, if necessary, and personal as­
sistants know they can be dropped from the pool if they are terminated 
too often. In order to enforce these rules, you need of document 
problems. The exit interviews and agency evaluations are important for 
this purpose. See Appendix F for consumer and personal assistant exit in­
terview forms and satisfaction form. 

Internal Pool Organization Evaluation 
Internal evaluations should be conducted on a regular basis. They 

should include several components. First, they should measure agency 
workers' overall satisfaction with the system. This can be done with a 
short questionnaire given to workers every 6 months. Second, the sys­
tem should be evaluated for efficiency. Efficiency can be measured by 
keeping track of the time spent on each referral request. This includes 
time spent: communicating with each consumer, finding a personal assis­
tant for each request, carrying out grievance procedures, and conducting 
follow-up evaluation. You should also keep track of time spent in locat­
ing, interviewing, and screening attendants for the pool and time spent 
updating files for personal assistants and consumers. 

You also need to measure the amount of money spent to maintain the 
system. This includes advertising, paper products, supplies, salaries for 
staff, etc. 

Finally, you need to record the number of consumers using the system. 
Once you know how many people are served, how happy each one is 
with the system, and the cost of the system, you will have a basis for 
evaluating the effectiveness and efficiency of the system. You may need 
to make adjustments based on this evaluation. However, by doing 
regular evaluations, you can make adjustments before small inconvenien­
ces become major problems. 

Evaluations of workers should always be reported back to them. 
Employees work much more effectively when they receive feedback on 
their performance. 
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LIABILITY CHAPTER. 
Developing and implementing a referral system to avoid liability for in­

jury caused because of negligence requires that the system be analyzed to 
determine where potentially dangerous conduct may occur and the prob­
ability of injury arising from such conduct. Earlier chapters outline the 
steps needed to develop and implement a referral system with these rules 
of law in mind. 

In implementing these steps, independent living centers should recog­
nize the duty to develop and implement the system in a way that will not 
subject either consumers or attendants to unreasonable risks of injury. 
Such risks must be analyzed from both a practical and legal perspective. 

This manual seeks to provide tested practical methods of creating and 
running a referral system. Individualizing these methods to meet the 
needs of the consumers of a local independent living center should in­
clude the involvement of a knowledgeable attorney. This involvement is 
for the purpose of comparing the local law on negligence to the referral 
system as developed. 

With the material in this manual as well as other materials, such as "A 
Step-by-Step Guide to Training and Managing Personal Attendants, Vols. 
1 and 2," the legal analysis should be relatively simple to accomplish. 
Ask the attorney to review the referral system in the context of your 
state's law on negligence and provide suggestions to insure the system 
minimizes liability under such law. Incorporate these suggestions into the 
referral system. 

It is highly recommended that an independent living center have and 
attorney on retainer for legal advice and representation or, at a minimum, 
have money budgeted for obtaining such services. Review of a referral 
system for potential liability problems represents wise use of preventative 
legal services. Such review establishes that the independent living center 
has approached the development and implementation of a referral system 
in a competent and professional manner, thus creating the basis for a 
liability-free endeavor. 

Finally, good faith efforts to manage your system (i.e., checking refer­
ences, eliminating poor candidates, following grievance procedures) 
dedication to minimizing health risks or danger, and having adequate 
liability insurance coverage will solve liability problems for your personal 
assistance referral pool. 
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Final Note 
We wish you luck with starting a consumer-directed referral pool and 

hope that it will provide a greater measure of independence for your local 
consumers. 
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Assessment of Need for a 
Referral Pool of Personal 

Assistants 

Name of Organization -------------------

Address ------------------------

Contact Person Phone ------------ -------

1. Check services below that your agency staff or volunteers 

provide or pay for. 

__ dressing 

exercise 

transfers 

__ bathing 

bowel or bladder routines 

__ equipment care or maintenance 

medications 

__ meal preparation 

__ feeding 

__ respite care 

__ housekeeping 

__ laundry 

__ shopping 

__ sewing 

__ correspondence/phone 

__ typing 

errands 

recreation 

__ transportation 

other (specify: ------------------· 

2. Do you encounter people who need regular assistance (at least 
once a week) with the above activities but cannot get services from an ex-
isting agency? yes no 

3. If yes, average number per month you see? _________ _ 

4. Did you refer them elsewhere? yes no 

5. If yes, where? -------------------
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6. To your knowledge, what percent received the services they 
needed? ------------

7. For people whose needs were not adequately met through an existing 
agency's services, estimate the percent who found solutions in the follow­
ing ways: 

recruited friend ---
relied on family members ---
enlisted volunteers from another source ---

(specify source: ___________________ ___, 

--- through advertising, found and hired an assistant 

other ---
(specify: -------------------~ 

8.- Do you think a referral system for regular personal assistants 

would provide a needed service in your area? yes no 

9. Estimate the average number of people with a temporary or per­
manent disability you would refer each month to a referral sys­
tem. -----------------

10. List what components you consider most important in a referral 

system. 
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Grievance Procedure 
Assistant Referral Pool 

The Consumer Advisrny Committee will establish a grievance commit­
tee of five consumers who use the referral pool. The Committee will ap­
point a chairperson who will be the contact person in the event of a 
grievance. Only grievances between consumers or assistants and referral 
pool staff will be considered by the grievance committee. 

Grievances must be filed in writing (see complaint form) with the 
grievance committee chair within 4 weeks of the action(s) causing the 
grievance. 

The chairperson must meet with the aggrieved party and issue a writ­
ten response to the aggrieved party within 2 weeks of that meeting. 

If the decision of the grievance committee is unsatisfactory to the ag­
grieved party, he or she must appeal to the grievance committee in writ­
ing within 2 weeks. The committee must meet and issue a written 
response in writing within 2 weeks of the date of the appeal. 

If the grievance committee's decision is unsatisfactory to the aggrieved 
party, the party must appeal to the grievance committee chairperson. 
The chairperson will call together an impartial committee to hear the 
grievance. The committee can consist of 3 to 5 people from various or­
ganizations, i.e., council on aging, home health agencies, consumers who 
do not use attendant services, etc., previously designated by the Con­
sumer Advisory Committee. 

These organizations will not be directly connected with the operation 
of the referral system. Within these agencies, certain employees would be 
available to hear grievances at this level. Prior to making the first referral 
from the pool, a written cooperative agreement would be established be­
tween the referral pool, the organizations, and their designated 
employees. To complete the final step in the grievance procedure, the im­
partial committee must meet and respond in writing to the aggrieved 
party within 30 days. 

If the grievance remains unresolved, the aggrieved party will be in­
formed of the right to pursue this matter through appropriate legal chan­
nels. 

All information gathered during this process will be confidential and 
will in no way affect a~cess to the referral pool, unless so stipulated in the 
decision rendered through the grievance process. 

33 



Complaint Form 

Assistant Referral Pool 

Complainant's Name __________________ _ 

Address Phone -------------- -------

Date --------------

NOTE: To expedite handling of this complaint, please include the follow­
ing information: names of parties involved, dates and complete descrip­
tion of the problem. Give names and addresses of witnesses involved, if 
applicable. Please state the facts of this case only. You will receive a reply 
by mail. 

Received by _________ Signed ___________ _ 

Date Date ------------ ------------

Return completed form to Grievance Committee 
Chairperson,. ____________________ _ 
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PERSONAL ASSISTANT 
INTERVIEW QUESTIONS 

1. Why do you want this job? 

2. Explain your interest in working for and assisting people with a dis­
ability. 

3. Explain any paid or volunteer experience you have had working in a 
position similar to a personal assistant. 

4. What kind of reliable transportation do you have? 

5. Are you able or interested in responding on short notice (1/2 hour to 
an hour, or the day after) as an emergency back-up personal assistant? 

6. Are you willing to learn to communicate with persons who have a 
speech impairment? 

7. How would you assist a person in a wheelchair to transfer to 
another chair or to the bed? 

8. Are you physically able to perform lift transfers? Up to what weight? 

9. How do you feel about accepting and following instructions from a 
person with a disability concerning how to perform certain tasks? 

10. Do you have any questions about what kinds of tasks you will do as 
an attendant? (Refer to list on application form) 

11. How do you feel about providing emergency first aid? 

12. Review what day and evening times the applicant is available to 
work. This will affect the number of matches he or she gets. 

13. Review the jobs they checked that they are willing to perform and/or 
learn. This will also affect the number of matches they get. 

14. Explain the payment systems. 

15. Do you have any other questions? 

35 



I 

I I 

I I 

I I 
I 

I l 

I 

I I 

I 

I 

AppendixD 



I Personal Assistant Application 

Name Date ------------------------ -----
Address ------------------------------
City _____________ State ________ Zip ______ _ 

Telephone# _______________ Social Security# ______ _ 

Male ___ Female __ _ 

Transportation 

Do you have a driver's license that is valid in Kansas? __ _ 
What is your primary means of transportation? ________________ _ 
If necessary, what back-up mode of transportation could you utilize? ________ _ 

Availability 

What hours each day are you available to work? 

SUNDAY MONDAY TUESDAY WEDNESDAY THURSDAY FRIDAY SATURDAY ~mr------r-----r------r-----,--,------,---------.-------

12pm ~-------+-----+----+-----1------+-----+-------1 

I 
1 

5pm 1---------1------+----+------I------+-----+--------, 

10pm 1---------1------+----+------1------+-----+--------, 

~m,__ ___ _,_ ____ __._ ____ ...,_ ____ 1.- ___ _,_ ____ ---L. ____ __.J 

Are you available to work in an emergency back-up capacity? __ _ 
Are you interested in working as a live-in attendant? __ _ 
Are you available for night support? __ _ 

I 
If known, what holidays are you open to work? ________________ _ 

I 



Job Activities 

Please check those areas in which you would like to provide assistance: 

Personal care 
Dressing 
Exercise 

__ Hoyer Lift transfer 
_ Physical transfers 
_ Showering 

Bowel routine 

Meals 
__ Meal preparation 

Feeding 
__ Cleanup 
Housekeeping 

General cleaning = Laundry 
__ Shopping 
__ Sewing 
Miscellaneous 

- Breathing equipment 
- Catheter care 

_ Correspondence/phone calling 
Errands · 

Medications = Ostomy care 
__ Range of motion 

Recreation 
-- Transportation 

. Typing 

List any health conditions that may affect your attendance or ability to do any of the above job 
activities -------------------------------
Are you willing to do heavy lifting? ---
Would you be willing to use your source of transportation if needed to accomplish any of the 
above activities? ---
Are you willing to assist men only ___ women only ___ either __ _ 

Are you a smoker?___ If so, do you desire to smoke during working hours? __ _ 

Are you a non-smoker? --- If so, are you willing to work with a consumer who 
smokes? ---
Do you currently have a drug or alcohol problem? ___ If yes, explain ______ _ 

General 

How did you learn about this job? Newspaper___ Friend __ _ Bulletin board ---Other --------------------------------
Are you currently a student?__ If so, where? What is your major? ________ _ 

Why are you interested in this job? ---------------------

' 
_I 
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I 

Employment History 

List two former employers beginning with the most recent one. Please be advised that I intend 
to contact your references. 

Name of company and supervisor ---------------------
Dates employed ____________ Position held __________ _ 

Address Phone · ------------------ -----------
Duties and responsibilities ------------------------

Name of company and supervisor ____________________ _ 

Dates employed ___________ Position held ___________ _ 

Address Phone ----------------- -----------
Duties and responsibilities _______________________ _ 

Have you had any job experience relevant to being a Personal Assistant for a person with a 
disability? ___ lf yes, please explain __________________ _ 

Describe any other paid or volunteer experience you have had with persons who have a dis-
ability _______________________________ _ 

Please list two personal references. 

Name ________________ Relationship __________ _ 

Address Phone -------------------- --------
Name ________________ Relationship __________ _ 

Address Phone -------------------- --------



Reference Check Fonn 

Name 

Address 

City, state, and zip 

I am considering _______________________ for a position 
as a personal attendant. I would appreciate talking with you to verify information about the 
applicant's work history and character. I will contact you by phone within a week, or you may 
call me at your convenience. Thank you. 

Your name Date 

· I hereby authorize you to supply the requested information. Thank you. 

Signature of applicant Date 

I 



Consumer Request 

Name D~e ------------------------ -----
Address Phone # -------------------- ------
City _____________ State ________ Zip. ______ _ 

Request is for emergency ________ _ Regular placement. _______ _ 

Do you have a speech or hearing impairment? ___ lf so, what is your primary method of 
communication? 

Communication board 
Computer-assisted 

__ Sign language 
__ Type 

TDD 
--Voice 

Voice synthesizer 
Other assistive device Explain. ___________________ _ 

Age Range 18-30 30-50 Over 50 --- --- --- Male Female 

Method of entrance into your home_· ___________________ _ 

Location of emergency information in house _________________ _ 

Schedule 

What hours each day do you require an attendant? 

SUNDAY MONDAY TUESDAY WEDNESDAY THURSDAY FRIDAY SATURDAY ~mr------r------.------r------r-----.-----.-----

12pm +------f------+-----+------1-----+-------1----------1 

5pm 1-------+------+------+-----+-----1--------~----

I ,opm1-------+------+-------"---+-----+-----1--------11------

Sam.._ ___ ___., ____ ___._ ____ ....1.... ____ ,.._ ____ .1...- ____ L-- ___ ---1 



Job Activities 

Please check those areas in which you would like assistance: 

Personal care 
__ Dressing 

Exercise 
__ . Hoyer Lift transfer 
__ Physical transfers 
__ Showering 

Bowel routine 
__ Breathing equipment 

Catheter care 
Medications 

__ Ostomy care 
__ Range of motion 

Other Requirements 

Meals 
__ Meal preparation 
__ Feeding 
__ Cleanup 
Housekeeping 
_ General cleaning 

Laundry 
_ Shopping 

·-~Sewing 
Miscellaneous 
__ Correspondence/phone calling 

Errands 
Recreation 

__ Transportation 
__ Typing 

Do you require an attendant capable of heavy lifting? ___ _ 

Do you use special equipment? If so, plea~,:--Pst _______________ _ 

Is night support necessary for you? ___ _ 

Do you need a live-in attendant? ___ _ 

Experience 

Do you prefer an attendant with experience? 
No --- Prefer experience but will accept others 

---Yes If yes, please specify type of experience: 

Preferences 

Worked previously as a personal attendant 
---State certified aide 
___ Other _________________ _ 

Do you have a preferred age for your attendant? ___ _ 
If yes, circle age preference: 18-30 30-50 Over 50 

Do prefer men only ____ Women only____ Either ___ _ 

Are you willing to hire an attendant who would like to smoke while working? ___ _ 

I 

I ' 

I 
' I 

! ' 

l_ I 

I 

I 



I 
Do you smoke? __ _ 

Other 

What is the source of funds for your attendant payment (e.g., SRS, etc.) _______ _ 

I 


