Getting to Know the Agency

Selecting an agency to provide services is an important decision.  Here are suggested questions to guide you in your search and help you and your family make informed decisions.

     General Questions:
· What is your mission?
· How many people does your agency support?

· Does the agency have good relationships with neighbors/neighborhood associations/the community?  How are relationships nurtured and maintained?

· How are complaints handled?  Whom do I call with a problem?  How do the people you serve make their own complaints, if they need to do so?
· What out of pocket expenses can be anticipated?

· What are some names of people and/or families who currently receive services we can talk with about the agency?
Individual Choice & Empowerment:
· How do you actively assist people to make choices?

· Do you support people to be active with self-advocacy groups?  How?

· How does the agency make sure people are treated with respect and have privacy?

· How are services individualized to meet each person’s needs?
Support Staff:
· How much choice do people receiving services have in selecting the staff who works with them?

· What is the screening process you use to hire staff?

· What training does staff receive?

· How is direct support staff supervised?

· What is your turnover and retention rates for direct support staff?  For administrative staff?

Support Provided

· What backup systems are in place for medical or behavioral emergencies?

· What are the policies regarding medication and its administration?
· What kind of safety measures do you have in place?

· What recreational and social activities do people participate in?  How often do people participate in these activities?  What happens when individuals choose not to participate?
· What do people do during the day?  What percentage of people are involved in competitive or supported employment or volunteer jobs?

· How do you support people to worship at the place of their choice?
· What kind of transportation is available during the week?  On weekends?  Is transportation sufficient for each person to be involved in activities of his or her choosing?
· How are finances handled?  Do you provide payee services?

· For residential providers:  Are the homes rented/leased or owned by your company?

· For Case Management providers:  What is the average caseload size for your Case Managers?
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