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Home Support Service Standards

See the General Part of these Standards for definitions.

Helpful Information

These Home Support Service Standards were formerly known as Homemaker Service Standards. 

First Nations' Child and Family Service Agencies use a number of different methods of accessing Home Support Services. Some Child and Family Services Agencies directly employ the Home Support Worker, others purchase the service from a First Nations' or a non-First Nations Home Support Agency while others purchase service by the hour from private Home Support Workers. Users of these Standards should interpret these standards according to the employment context of Home Support Workers. In some instances, when a standard identifies something that should be done by a Home Support Worker, the context will suggest that it is the Home Support Agency supervisor or administrator, who is actually responsible to carry out that particular standard.

1.0 Introduction

1.1 Home Support Services are contracted from Home Support Workers, by First Nations' Child and Family Service Agencies.

The Home Support Services Standards establish a minimum standard of service and service delivery. They are not designed to regulate all home support services within First Nations but to reflect an approved minimum of service quality for Agency purchased service.

These standards apply where home support services are requisitioned by a First Nations' Child and Family Services Agency for clients served through programs of the Agency.

The foundation of Home Support Services Standards is the philosophy of community based services that:  

a) promotes self-sufficiency and personal responsibility; and 

b) acknowledges that the support and services are necessary to enable some individuals to remain in the community.

1.2 These service standards follow the principles that services:

a) complement rather than replace the informal support network;

b) address unmet needs of clients as identified in the assessment process;

c) must not interfere unnecessarily with usual routines of clients;

d) must respect security, safety, general well-being, right to privacy, individuality and autonomy of clients; and 

e) should assist clients to remain self-sufficient as long as possible.

1.3 First Nations' Child and Family Services Agencies are responsible for case management that shall:

a) support clients in the development of personal goals to maintain/enhance self-sufficiency of clients;

b) plan how to achieve these goals and successfully link clients to required services; and

c) monitor the effectiveness of services.

1.4 Where a Home Support Agency exists, it is also responsible for service management.  This is a process that ensures that requested direct service activities occur effectively and efficiently, and are based on approved standards.

2.0 Definition of Home Support Services

Home support services are provided to people living in their own homes.  These services provide support to individuals and families in the areas of personal care, activities of daily living, and home management.

3.0 Goal of Home Support Services

3.1 The goal is to promote, maintain, strengthen or restore:

a) the well-being of individuals living at home; and/or

b) the ability of families to provide support to individuals.

4.0 Objectives

4.1 The objectives are to:

a) support individuals and/or families in returning to their homes whenever possible after specialized care or family disruption;

b) assist individuals and/or families to function as independently as possible;

c) provide services to assist with what individuals and/or families cannot do independently, or with the help of other informal support services and volunteer groups;

d) provide quality in-home services from qualified home support workers who offer approved services in the areas of daily living, personal care and home management;

e) provide respite/relief care to primary caregivers; and 

f) provide emergency care when caregivers are suddenly unable to continue regular responsibilities.

5.0 Target Population   

This service targets clients eligible for First Nations' Child and Family Services, and who have been assessed as needing the service.  Home Support Services are based on the functions described in the Home Support Services Standards.

6.0 Eligibility  

The First Nation Child and Family Services Agency determines eligibility of individuals or families for services based on criteria established for each program.

7.0 Availability of Services

Home Support Services shall be available on a twenty-four (24) hour a day, seven (7) days a week basis.  This is to accommodate needs of clients as communicated to home support workers through service requisitions.

8.0 Types of Home Support Services

8.1 Home Support Services assist clients and informal caregivers with their needs as related to personal care, self-sufficiency and cognitive functioning.  Clients may require services: 

a) either on a short-term or long-term basis;

b) depending on the needs of clients as assessed by the Agency;

c) based on the eligibility criteria of the program; and 

d) as communicated to home support workers by service requisitions.

8.2 Personal Care

Examples of personal care functions include assisting with:

a) feeding; 

b) dressing;

c) grooming tasks, for example, washing face and hands, mouth care, shampoos and hair sets;

d) bathing and skin care, including, sponge baths, bed baths, tub baths, showers;

e) toileting, including, getting to and from toilet/commode, on and off toilet, arranging clothes, hygiene related to toileting;

f) transferring; 

g) non-intrusive incontinence care, for example, emptying urinary drainage bags, changing adult diapers or incontinence pads; and

h) as well, includes providing CPR and first aid treatment in an emergency.

	Helpful Information

Generally, nursing and rehabilitation functions can only be performed by nurses and rehabilitation professionals.  

Delegation refers to the assignment of a specific task or activity, by a community Health Nurse or an Extra Mural Program home support professional, to another individual.  Delegation is carried out on an individual client basis.

Under certain circumstances, nurses or rehabilitation professionals may delegate the assignment of a specific task to another individual.  Appropriate delegation is important in ensuring quality of client services.  Delegation of specific tasks/activities must be done in accordance with professional standards, legislative acts and regulations. 

First Nation Child and Family Services Agencies may requisition those services that are specific to the clients' case plan when the following conditions have been met:

· The Agency must approve the designation of a specific function to a specific home support worker

· The professional delegates the function to the specific home support worker agreed upon by the Agency

· The delegating professional trains the specific home support worker to perform the delegated function

· The delegating professional provides regular supervision of the specific home support worker in performing the delegated function

· The delegated function is not transferable but is client-specific    

Home support workers reserve the right to refuse to perform functions that are beyond their scope of practice. 


8.3 Self-Sufficiency/Instrumental Activities of Daily Living

Self-sufficiency/Instrumental Activities of Daily Living refers to those daily activities that support individuals to remain in their own homes.  Therefore, these services are specific to clients and are limited to the physical area that clients occupy. 

Meal preparation includes:

a) planning nutritious meals;

b) assisting with grocery shopping lists;

c) assisting with meal planning and preparation;

d) preparing nutritious and economical meals;

e) instructing clients on food sanitation and safety measures; and

f) preparing meals for use in the absence of home support workers.

8.4 Housecleaning includes:

a) laundry;

b) light housekeeping, for example, vacuuming, dusting, mopping/sweeping floors, tidying living area of clients;

c) kitchens, including clients' dishes and appliances;

d) bathrooms used by clients on a regular basis; and

e) bedrooms, including changing clients' beds and cleaning of clients' rooms.

Other supports may be provided to permit clients, who have no extended family or informal support system, to access transportation to medical appointments or to buy groceries, when approved by the Agency as part of client's case plan.  This must be communicated to home support workers by service requisitions.

8.5 Respite/Relief Care

Respite/relief care to dependent clients includes:

a) supervising clients; and

b) establishing or maintaining their daily routines in the absence of primary caregivers.

8.6 Teaching Home Support

This service assists individuals or families with learning the basic skills necessary to cope with daily living. It consists of personalized guidance by qualified home support workers who work closely with the Agency and/or interdisciplinary teams. 



Home support workers may participate in the on-going development of service plans. Home support workers conduct demonstrations on home and family management in home settings. 

As well, this service is:

a) provided for a predefined period of time; and  

b) based on the learning objectives as defined in case plans and assessments of the ability of individuals/families’ to acquire identified skills. Information is communicated to home support workers by service requisitions. 

8.7 Specific areas of follow-up may include support in certain areas, for example:

a) family finances and budgeting;

b) foods and nutrition;

c) household management practices and daily routines;

d) emotional support to clients/families;

e) instruction to informal caregivers on specific care requirements, based on developmental and life stages;

f) personal hygiene and grooming;

g) information on maintaining and/or improving general well-being of family members; and 

h) information and guidance in accessing community services.

Helpful Information

Some child or adult protection or other complex cases may require a skill level beyond the capacity of Teaching Home Support Workers.

9.0 Provision of Qualified Staff

9.1 First Nation Child and Family Services Agencies shall utilize home support service staff who:

a) have the experience, training, and skills necessary to independently complete the assigned tasks;

b) do not have criminal records of crimes against persons, for example, assault, sexual assault, fraud, theft;

c) have had Family and Community Services Record Check and criminal code record checks conducted according to the current policy (see Foster Home Standards Appendix for copy of policy); and

d) provide the services in the language of clients' choice and when possible in Mi'kmag or Maliseet.

9.2  Qualified persons shall be employed to provide supervision to home support services staff.  These supervisors must have:

a) training and experience in one of the following fields:  home economics, nursing, social services or areas related to home support; and practical experience in community service delivery; and  

b) have an orientation program for home support workers that includes the review of the standards, guidelines and procedures for their home support role.

Helpful Information

The Child Protection Service and Child-in-Care Services are the primary purchaser of Home Support Services.  

10.0 Case Management

First Nation Child and Family Service Agencies must assign social workers to clients of the Home Support Services. 

11.0 Requisitioning of Services

11.1 Social workers shall: 

a) provide necessary information on conditions of clients and service needs when making an initial verbal request for services from home support workers, or up-dating or revising existing service requisitions; 

b) follow-up verbal requests for services with completed service requisitions, including detailed information of clients' conditions and service needs, within one  (1) working day of service start-up. A typical service requisition includes: client's name, address, phone number, medicare number (if necessary), date of service commencement, number of hours of service, pertinent information on client's condition, tasks required, name of requestor and requestor's contact information;

c) include clients' cost and the Agency's cost, if applicable, towards the total cost of the services on service requisitions; and   

d) allow the home support worker one (1) working day to respond to the social worker's initial request for service.  

12.0 Renewing Requisitions

Social workers must renew service requisitions prior to their expiry date and as case plans dictate.

13.0 Termination of Services by Social Workers

Social workers must:
a) give a verbal notice of termination of services to service provider at least twelve (12) hours before scheduled visits.  Otherwise, the Agency must pay for the scheduled services; and

b) send within ten (10) days of verbal notice a copy of the service requisition showing termination date to the home support worker.  

14.0 Administrative and Service Delivery Policies of Agencies

14.1 Where the Home Support worker is employed by an agency, the agency must be responsible for the service management component of the home support services. They must have administrative and service delivery policies in place that deal with:

a) filing and maintaining accurate up-to-date client records and reports; 

b) confidentiality of client information; 

c) quality assurance of service delivery with measures that include:

· visiting the home as part of supervising and evaluating home support workers' performance consistent with the service needs of individual clients and the supervisory needs of individual home support workers

· base evaluations on the effectiveness of addressing clients' needs as well as on the skills and experience of the home support worker

d) billing and collection of payment that respect the following:

· the cost of services paid by clients and the amount of Agency subsidy approved

· clients' portion of the cost for services indicated on service requisitions is the first amount required to be billed and paid before the Agency's cost is calculated

· situations where clients fail to pay their cost for services must be brought to the attention of their social workers before the second month of non-payment 

· in situations where clients are billed in advance, Agencies must have policies in place that address reimbursement of client payment for services not received 

e) handling of the client's personal funds by the Home Support Worker; 

f) verification of authorized services provided to the client; 

g) accepting gifts and gratuities from clients or clients' families; 

h) staff taking "reasonable care" neither to have nor to be carriers of communicable disease which cannot be controlled by standard measures of good hygiene and medical treatment; 

Helpful Information

"Reasonable care" implies that home support workers, who have potentially communicable disease symptoms, do not work directly with clients until symptoms are gone or workers have medical approval to work. They should also have current, routine immunizations. Examples of these communicable diseases are: diarrhea, influenza, body rash, and pink eye.

i) harassment that home support workers may experience from clients or from clients' informal support networks. 

15.0 Responding to Request for Services

Home support workers shall indicate to social workers the date the service can start, if other than time frame specified in service requisitions.

16.0 Information to Clients

16.1 Home support workers provided by an agency shall provide the following information, verbally or in writing, to clients/caregivers at start of services:

a) schedule of visits; 

b) authorized services to be delivered by home support workers; 

c) when and how to contact Agency supervisors, where applicable; 

d) how to reach home support workers during and after regular hours; 

e) agencies' standards, guidelines and procedures, for example, acceptance of gifts, smoking, handling of client's money; and 

f) clients must notify home support workers twelve (12) hours in advance if they wish to suspend services. 

If the home support worker chooses to verbally advise the client/caregiver of the above details, a written record of this action should be kept.

17.0 Service Complaints

17.1 First Nation Child and Family Service Agencies must have policies and procedures in place to address complaints and:

a) respond to complaints communicated by clients or caregivers within a forty-eight (48) hour period; 

b) make at least one (1) telephone contact with complainants; 

c) satisfactorily resolve the complaint; and 

d) offer to meet with a mutually agreeable mediator. 

Helpful Information

When home support workers are removed from the situation, during an investigation, it is for the protection of both clients and home support workers.

18.0 Reporting of Events/Circumstances to Agency

18.1 Home support workers shall notify social workers of the following emergency situations that have arisen with clients:

a) during regular office hours, report situations to the social worker (or substitute); 

b) after-hours and on weekends/holidays, the home support worker must contact the On-Call Agency staff person; 

c) a same-day verbal report followed by written reports within five (5) working days, of changes in clients' condition and/or informal systems that require a reassessment or a temporary service adjustment unless deemed to be an emergency which requires an immediate response; 

d) a same-day verbal report followed by a written report within five (5) working days, as warranted by specific changes in clients' behaviour or condition through an incident report; 

e) within five (5) working days of home support worker becoming aware of admission of clients to hospital; 

f) intention of clients to temporarily suspend services; 

g) on the death of clients, once home support worker has become aware; 

h) inability to provide services for a second consecutive time, for example, clients refuse services;  

i) home support worker is unavailable to provide services requested; 

j) inability to provide scheduled visits because clients do not answer the door; 

k) immediately of any suspicion of abuse/neglect of clients or any other individuals in the home; and 

l) information on the clients' condition through the home support workers Progress Report. 

19.0 Service Emergencies   

Home support workers shall provide the First Nation Child and Family Services Agency with a method of after-hours contact in the event of a service emergency.

20.0 Changes to Service Delivery

20.1 Home support workers must:

a) notify clients prior to any unexpected changes to the service delivery, for example, time, amount, nature of service, change of home support workers;

· Exceptions are made when clients are unavailable or home support workers are delayed because of an emergency.

b) notify clients prior to any temporary schedule changes due to time-off or sick leave of home support workers; and 

c) consult with social workers on any permanent schedule changes that are significant to the intent of case plans. 

21.0 Termination of Services by Clients or Home Support Workers 

21.1 Home support workers shall:
a) advise social workers of clients' wish to terminate services from the home support worker as soon as the worker is made aware of request by clients; 

b) immediately notify social workers of home support worker's wish to terminate services to specific clients; provide a clear and written statement of reasons to social workers; and 

c) notify social workers of wish of home support worker to terminate services to specific clients when the safety of home support worker is at risk. 

22.0 Client Files

Home support workers must maintain the following information for each client receiving services:

a) full name, gender, birth date, telephone number, and address;

b) Medicare number, if required;

c) the name, address, and telephone number of contact persons for clients;

d) a copy of service requisitions including any revisions to requisitions;

e) the agencies' care plans developed for individual clients, including the type and volume of services provided, and the visiting schedule;

f) incident reports of any serious occurrence involving clients; and 

g) copies of Progress Reports.

23.0 Home Support Worker Progress Report

Home Support Workers shall provide this report at least monthly or more frequently as specified by the Agency for each client receiving the services. 

24.0 Purchase of Service Billing Form

24.1 Home Support Workers shall:  

a) use an appropriate billing form;

b) complete it and forward it to the Child and Family Services Agency to initiate payment at the agreed upon frequency; and 

c) use separate billing forms for each client.   

25.0 Services for Adult Protection Clients

25.1 Home Support Services to Adult Protection clients shall provide "in home" relief/respite care that supervises adults and seniors as well as establishes and maintains their routines.

For this target group of people, home support services staff must have knowledge or training in:


a) specific care requirements; 

b) the aging process, sexuality and aging, and dying and death; and 

c) recognition of signs of adult abuse or negligence and how to refer. 

	Helpful Information

Home Support Services for Adult Protection clients are generally provided to:

· adults and seniors who are experiencing deficits in one or more of the following:

· the activities of daily living/self-care, for example, transferring, toileting, bathing, walking, eating, feeding and dressing

·  instrumental activities of daily living/self-sufficiency, for example, transportation, housework, money management, meal preparation, shopping and laundry

· cognitive capacity, for example, awareness, orientation, memory, judgment and decision-making

· caregivers of adults and seniors who require assistance to maintain their care giving responsibilities.


26.0 Services for Children's Programs

Child Protection is a mandatory and legislated program to protect children.  It is based on the principle of the best interests of the child as well as the principle that the family environment must be, or be able to become with reasonable efforts, an abuse free and nurturing environment. 

The legal mandate for the Child Protection Program is to provide services for children who are neglected, or abused, or in danger of such treatment. If the First Nations Agency establishes that the security and development of a child is in danger, the Agency will take appropriate action to protect the child, including taking the child into care and placing him/her in a foster home. 

Home Support Workers working with clients of any children's programs must demonstrate adequate and appropriate knowledge and skill base in the following:

· an overview of children's programs (Child Protection and Child-in-Care); and

· knowledge of children's developmental stages and age appropriateness.
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