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PROVIDER MONITORING STANDARDS

ASAPs proactively manage the performance of providers delivering services to Home Care clients. Performance is measured based on elements that define service quality including: accessibility, coordination, appropriateness, effectiveness, client/family involvement, productivity, consistency, timeliness, and continuity.


Elder Affairs recommends the use of the Provider Network Quality Assurance Manual to ensure consistent and comprehensive provider evaluations. In addition ASAPs must adhere to the following Provider Monitoring Standards to evaluate the quality of services provided.

1. A process is in place for ASAPs to measure client satisfaction.

2. The wait time between authorization and service delivery is measure and analyzed.

3. A process is in place to log provider complaints and compliments from ASAP staff, community organizations, clients, families, and caregivers.

4. An annual ASAP staff survey is conducted to evaluate satisfaction, provider availability and responsiveness.

5. Provider services are evaluated through a standard process where the ASAP observes at the point of service delivery.

6. New providers receive on-site-reviews at least once during the first six months after the first services are provided

7. Personal care homemaker, homemaker, supportive home care aide, and supportive day program providers receive on-site-reviews at least once every two years. The remaining service providers receive an on site assessment at least once every three years.

8. The ASAP will require the creation and implementation of a corrective action if:

· The Provider is out of compliance with laws, regulations, contracts, service standards, or  MOUs;

· The Provider is not adhering to continuous quality improvement practices;

· The Provider is performing in a substandard manner as indicated by the client satisfaction process, complaint logs, or during the observation at the point of delivery process;

· The ASAP has determined that the wait time for service commencement is significantly below the norm based on an analysis of the circumstances contributing to this condition.
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