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As a home care provider most of your time will be spent working independently, 
so good communication is vital to your success.  Understanding the structure of 
our company will help you as you have questions or encounter new situations.   
 
 
 
PCM is made up of several departments with whom you will have regular contact: 

 Human Resources 
 Staffing  
 Clinical Operations 
 Payroll  
 Community Outreach 

 
Human Resources staff: 

 Conduct the hiring process 
 Will periodically contact you to ensure your required credentials, such as 

professional licensure and CPR, are up to date 
 Are available to answer any general questions you have 

 
  
A New Employee Checklist contains items 
 needed to complete the hiring process.   
 
Most of the items must be received prior  
to starting work, so please carefully review  
the New Employee Checklist to ensure you  
have provided all the necessary items.  

 
 
 

 
 
 
 
 
 

PCM Departments 

 

 
Chapter 2 – Getting Started 
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As a member of the clinical team, you will report to a Case Manager and a 
Regional Director of Clinical Operations.   Your immediate supervisor is your 
local Case Manager with who you have the greatest amount of contact.   The Case 
Manager is a Registered Nurse who is assigned to one or more clients. 
 
 
 

 Conducting the initial assessment on new clients 
 Assisting in the development of the client’s home plan of care 
 Interacting with the client’s treating physician  
 Addressing client inquiries  
 Direct supervision of all care staff, including RNs, LPNs and home health 

aides 
 
 
 
Your Regional Director is responsible for oversight of all clinical operations 
including: 

 Providing oversight of all clinical operations  
 Ensuring compliance with policies and procedures 
 Providing regulatory compliance 
 Providing quality improvement initiatives 
 Addressing client issue resolution 
 Conducting training workshops   
 Oversight all direct case staff, including Case Managers 

 
Direct all clinical related questions or concerns to your local Case Manager or 
your Regional Director.  For life-threatening emergencies call 911 immediately.  
 
 
 
 
 
 

Clinical Team 

Case Manager Responsibilities 

Regional Director Responsibilities 
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Regional Directors at PCM oversee of clinical operations and the supervision of 
all direct care staff and Case Managers.   You will be assigned a director based on 
where you live.  Most Regional Directors are based in the home office in Denver 
and frequently travel to our territories to meet with clients, staff, and conduct 
training workshops. 
 
 
 
The tools and information you need to get off to a productive start in providing 
care to our special clients include: 

 Boundaries in Home Care 
 Getting Started 
 Documentation 
 Safety  
 Reporting  
 Client Death 

 
 
 
Providing care in the home setting is one of the most rewarding experiences for a 
professional caregiver, as you are able to witness firsthand the impact you are 
having on the client and their family. However, providing one-on-one client care in 
the privacy and comfort of a person’s home also presents some unique 
opportunities and challenges.  
 
Since a person’s home is the most private and intimate of settings, it is vitally 
important we always: 

 Respect our clients as individuals  
 Remember we are a guests in the home 
 Respect the values and norms of the client and family, even if they are 

different from the ones to which we are accustomed 
  Maintain professional boundaries at all times  
 

 
  

Providing Care 

Boundaries in Home Care 

As the healthcare professional, the responsibility for maintaining the proper 
boundaries rests solely with you. 

 
Chapter 3 – Clinical Operations 
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 Clothing should always be neat and clean 
 Wear closed, flat or low-heeled shoes 
 Keep jewelry to a minimum 
 Nails should be short, clean, manicured – Artificial nails are not permitted 
 Hair should be clean and well presented   
 Refer to your employee handbook for the full dress code policy 

 
Maintaining your personal hygiene is extremely important, as we work in close 
proximity to clients and their families. 
 
 
 
As the oncoming care provider arriving at the client’s home, it is your 
responsibility to ensure you have complete and accurate information regarding 
your client.  To ensure a smooth transition that protects your client follow these 
guidelines: 
 

 Arrive early to receive an end-of-shift report from previous care provider 
 Always review the home chart before starting care 

 
If you ever have a clinical question, or find yourself uncomfortable with your 
ability to provide safe and quality client care, you should contact either your local 
Case Manager or Regional Director immediately.   
 
 
 
 
 
 
 
 
 
 
As you know, clinical documentation is required to record pertinent facts, findings, 
and observations about a client and is important in providing high quality client 
care.  In addition to improving the quality of care we provide, documentation 
affects PCM’s reimbursement for services provided.   
 
 

Arriving at the Client’s Home 

Documentation 

In-home nursing gives the opportunity to provide one-on-one client care in an 
independent manner, but is important for you to be familiar with your scope of 
practice and to operate within appropriate limits at all times. 



 

 
 
 
General
guidelin

 A
n

 E
 A
 U
 C
 D

 
The hom
interven
record. 
 
 
 
It is imp
maintai
suggest
your pre
 

 T
 F
 L
 A
 If

so
 U

M
 
In the h
evaluati
 
 
 
 

Safety 

Quality

lly speakin
nes to ensu
Always com
note home w
Ensure you
Avoid abbr
Use only ac
Chart at lea
Document a

me plan of 
ntions, and
 

portant you
ining a safe
tions, you c
eparation f

Think safety
Follow clien
Lift safely 
Ask for help
f you are in
oon as pos

Use the Firs
Manager an

ome chart 
ion and pe

y Guidelin

ng, good do
ure quality 
mplete you
with the in
r handwrit
eviations 

cceptable m
ast every tw
according t

f care will l
d goals. Us

u do your w
fe environm
can greatly
for the une

y first alwa
nt care ins

p if there i
njured on t
ssible, but n
st Report o
nd Regiona

you will fi
eriodically 

nes 

ocumentati
documenta

ur shift cha
ntent of brin
ting is legib

medical ter
wo hours 
to plan of 

list the clie
se this as a

work safely
ment and a 
y reduce yo
expected. 

ays for bot
tructions c

s a hazard 
the job, no
no later tha
of Injury fo
al Director

find a home
review it w

ion reflects
ation: 

arting while
nging it ba
ble 

rminology

care 

ent’s active
 guide to in

y, and that
safe workp

our risk of 

th you and
carefully 

you can’t 
tify your R
an 24 hour
orm, in add

e safety eva
with your c

s good care

e in the hom
ack to the c

e condition
nclude in t

t you assist
place. By f

f accident o

d your clien

resolve  
Regional D
rs after the 
dition to no

aluation.  P
client.   

e.  Here ar

me. Never
chart 

ns, propose
the client’s

t your clien
following t
or illness a

nt 

Director as 
injury 

otifying yo

Please rev

11 | P

e some sim

r take the sh

ed 
s clinical 

nt in 
these 
nd improv

our Case 

iew the 

a g e  

mple 

hift 

ve 



 

 
 
 
Protecti
practici
transmi
followed
 

 W
 U
 U

 
Standar
infectio
become
contact 
 
 
 

 
Checkin
your cli

 
 W

te
h

 F
ch
ev

 In
th
ev

  O
p

 

Standa

Emerge

ing yourse
ing good hy
ission in a 
d each and

Wash hands
Use gloves 
Use gloves,

o Drop
o Airbo
o Direc

rd precauti
us. You ca

e infected w
incident to

ng out you
ient can sav

Whenever a
elephone n

home 
Familiarize
hart.  It co
vent of a n
n the event
he client, f
vacuation 
On a regula
properly 

ard Precau

ency Prepa

elf from infe
ygiene, an
homecare 

d every tim

s often  
to protect 
, gown, and

plet 
orne 
ct contact w

ions mean 
n’t afford 

with certain
o your Cas

r work are
ve lives.  

a life-threa
number, ad

 yourself w
ntains a lis

non-life-thr
t an evacua

familiarize 

ar basis en

tions 

aredness 

fectious dis
d taking a 
setting is g

me.   

yourself 
d mask as 

with blood

treating al
to take any
n blood-bo
se Manage

a and prep

atening em
ddress, near

with the em
st of phone
reatening e
ation of the
yourself a

nsure that s

seases on th
few sensib

greatly red

appropriat

d or body fl

ll blood or
y chances, 
orne diseas
er or Regio

paring for e

ergency oc
rest major 

mergency c
e numbers 
emergency
e home is n

and the clie

smoke dete

he job requ
ble precaut
duced if sta

te for: 

luids 

r body fluid
since it tak

ses. Always
onal Direct

emergencie

ccurs, call 
intersectio

contact form
that you w

y 
necessary t
ent with the

ectors are in

uires know
tions. The 
andard pre

ds as poten
kes just on
s report an
tor. 

es with 

911.  Prov
on, and dire

m located 
will need to

to ensure t
e best proc

n place and

12 | P

wing the fac
risk of 

ecautions a

ntially 
ne exposure
ny unprotec

vide the 
ections to t

in the hom
o call in the

the safety o
cedures for

d working 

a g e  

cts, 

are 

e to 
cted 

the 

me 
e 

of 
r 



 

Take tim
respond
 
 
 
While w
that wil
These in
complai
 
Inciden
results 

 In
o

 In
 

Examp
o I

m
o P
o M

c
o D

d
o M

e
o M
o A

u
o A
o P
o C
o S
o B
o M
o B
o I
o A

 

Report

me with ea
d in an eme

working ind
ll require a
nclude dea
ints or grie

nt reports 
in injury 

ncidents sh
or Regional
ncidents sh

les of repo
Injury, end
mistreatme
Physical, s
Misapprop
client’s pro
Drugs inten
diverted to
Malfunctio
equipment
Medication
Any occurr
unexpected
Any crimin
Procedure 
Client falls
Spinal Cor
Brain Injur
Missing Pe
Burns 
Injury of u
Any seriou

table Occu

ch new clie
ergency. 

dependentl
additional r
aling with i
evances. 

should be
or adverse

hould be re
l Director  
hould be do

ortable oc
dangermen
ent  
sexual, or v
priation or m
operty or fu
nded for u

o use by an
on or misus
 causing h
n errors 
rence that 
d death of 
nal act tow
related inc

s 
rd Injury 
ry 
ersons 

unknown or
us incident 

urrences 

ent assignm

ly in the ho
reports to y
incidents, i

e complete
ely affects

eported imm

ocumented

currences
nt, exploitat

verbal abus
misuse of 

funds 
use by clien
nother perso
se of medi
arm 

results in t
a client  

ward the cli
cidents 

rigin 
or unusua

ment to con

ome, there 
your Case 
infections,

ed when an
s the client

mediately 

d on the Inc

s include:
tion or 

se  
a 

nts 
on 
cal 

the 

ient 

al occurren

nsider how

are situati
Manager 
suspected 

n unexpec
t or an em

by telepho

cident Rep

ce 

w you and t

ions you m
or Regiona
abuse or n

cted incide
mployee.  

one to the C

port form.  

13 | P

the client w

ay encoun
al Director
neglect, or

ent 

Case Mana

a g e  

will 

ter 
r.  

r 

ager 



 

When co
stateme
 
 
 
Infectio
number
criticall
among c
 
If a clie
or if you
occurren
 
All infe
 
Signs or

 U
 U
 W
 P
 F
 P

 
Please r
more in
 
It is imp
difficult
commun
immedia
 
 
 
 
 
 
 
 

Infecti

Abuse,

Our cl
abuse,
obliga

ompleting 
ents that aff

n preventio
r one defen
ly importan
clients, em

nt has an i
u have an i
nce to you

ections sho

r examples
Urinary trac
Upper and/o
Wound infe
Peripheral o
Fever of un
Positive cul

refer to the
nformation 

portant to r
t time reco
nicable illn
ately. 

tion Contro

, Neglect &

lients have 
 neglect an
ted to repo

the inciden
ffix blame, 

on is param
nse against
nt in the su

mployees an

nfection or
infectious 

ur Case Ma

ould be con

s of infecti
ct infection
or lower re
ections 
or central v
nknown ori
lture report

e Infection 
or specific

remember 
vering from
ness, do no

ol and Pre

& Exploita

the right t
nd financia
ort these oc

nt report, i
express op

mount, and
t infection. 
urveillance
nd the com

r infectiou
exposure, 

anager or R

nsidered r

ons:  
ns  
espiratory t

venous acc
igin 
ts 

Prevention
cs for your

that the cl
m colds an
ot expose y

evention 

ation 

to be free f
al exploitat
ccurrences

include on
pinions, or 

d hand hyg
Reporting

e, preventio
mmunity.  

us disease i
immediate

Regional D

reportable

tract infect

cess device

n and Cont
r state. 

lients for w
nd flu.  If yo
your client 

from menta
tion. As he
s.  

ly the facts
draw conc

giene is you
g infections
on, and con

dentified a
ely report t

Director.  

e.  

tions  

e exit site in

trol Plan in

whom we pr
ou have a c
and contac

al, physical
ealthcare p

s and avoid
clusions. 

urs and yo
s or infectio
ntrol of inf

after admis
the 

nfections 

n the policy

rovide care
cold or oth
ct your Sta

l, sexual, a
professiona

14 | P

d making 

our client’s
ous diseas
fections 

ssion  

y manual f

e often hav
her 
affer 

and verbal 
als we are 

a g e  

s 
es is 

 

for 

ve a 



15 | P a g e  
 

 
 
All personnel providing service in a client’s home are mandated to immediately 
report abuse, neglect, or exploitation (including suspected) of the vulnerable 
individual to the administrator or designee.   All alleged incidents shall be 
investigated and documented within three business days.   
 
If you suspect a situation involving abuse, neglect, or exploitation, immediately 
report the occurrence to your Case Manager or Regional Director.  Specific 
guidelines for reporting are listed in your employee handbook.  
 
 
 
 
Our clients and personnel have the right to voice complaints or grievances and 
request changes without discrimination, reprisal, or unreasonable interruption of 
service.   
 
If the client has a complaint or grievance, encourage them to contact a Case 
Manager, Regional Director or Company Executive.  All complaints or grievances 
will be investigated. 
 
 
 
 
With our client population, you may be assigned to a case where death of the client 
is expected and imminent. Honest, open communication is important at the end of 
life to ensure the best possible quality of life. If you are assigned to one these 
cases, the Case Manager or Regional Director will provide additional guidance.  
When death is expected and imminent, you should maintain frequent contact with 
your Case Manager.   
 
In the event of client death: 

 Familiarize yourself with the local reporting requirement when a death 
occurs in the home 

 Contact your Case Manager immediately once death has occurred.  The Case 
Manager will schedule a time to pick-up supplies and the clinical record 

 Stay in the home until the proper notifications have occurred, including the 
Case Manager, family, and the physician 

 Release all remaining medications to the family 

Complaints and Grievances 

Client Death 

Client Rights Violations 
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2010 Payroll Schedule 
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At this point an HR representative should have already discussed your rate of pay 
with you.  If you have questions about your rate of pay, please contact HR.  
 
 
 

 
 
 
 
 

 New Year’s Day 
 Memorial Day 
 4th of July 
 Labor Day 
 Thanksgiving Day 
 Christmas Day 

 
If working on a holiday, contact Payroll with 
questions about your hourly rate.  
 
 
 

 You will receive one hour of pay for 
completion of the orientation video 
and test  

 You must successfully complete the 
orientation test and complete your 
first shift to receive orientation pay 
(example on right ) 

 If watching the orientation video for 
ongoing clinical documentation training class, talk to your Regional 
Director or Case Manager  

Shift Code Day Time 
Day DAY Mon - Fri 7 am - 7 pm 
Night  NIGHT Mon - Fri 7 pm - 7 am 
Weekend Day WE-DAY Sat - Sun 7 am - 7 pm 
Weekend Evening WE-EVE  Sat - Sun 7 pm - 7 am 

Shift Differentials 

PCM Holidays 

Orientation Pay 

Pay Rate 



 

 
Depend
may be 

 M
 R

c
 A
 M

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
In speci
travel lo
must be
where w
In orde

 M
 C
 T
 T

 
 

 
We real
docume
contact 
payroll@

Mileage
  
   25 mil
+ 25 mi
_______
= 50 mi
-  20 mi
adjustm
_______
= 30 qu

Travel I

Conta

Mileag

ding on the
eligible fo

Most emplo
Reimbursem
ommute ad

A separate M
Mileage Lo

ial circums
ong distanc
e approved
we have a s
er to quali
Must be pre
Complete a
Travel Tim
Travel Tim

lize learnin
entation ca

the Payro
@procasem

e Reimbur

les to clien
iles return 
_____ 
iles total ro
iles standar

ment 
_____  

ualifying m

Incentive B

acting Pay

ge Reimbu

 area in wh
r mileage 

oyees quali
ment is set 
djustment 
Mileage L
ogs must b

stances, we
ces, usuall

d by Human
severe nurs
fy for a tr
e-approve

and submit 
e Log instr

me Logs m

ng how to p
n be a bit o
ll Departm
manageme

rsement Ex

nt’s home 
trip 

ound trip 
rd commut

miles 

Bonus 

yroll Depar

ursement 

hich you w
reimbursem
ify for mile
at a per m
of 20 mile
og Report 

be submitt

e may offer
ly more tha
n Resource
sing shorta

ravel incen
ed thorough
a Travel T

ruction she
must be sub

properly co
overwhelm

ment at 1-8
ent.com. 

xample: 

te 

rtment 

work and th
ment or ot
eage reimb

mile rate, m
s per round
should be

ted weekly

r a travel i
an 60 miles
es and are 
age.  
ntive bonu
h HR 

Time Log f
eet will be 
bmitted we

omplete an
ming at firs
866-776-01

he type of s
ther travel 
bursement 

minus a stan
d trip 
submitted

y in order 

incentive b
s one way.
typically a

us:  

for each we
provided b
eekly in or

nd submit y
st. If you ha
127, extens

service you
incentives
  

ndard 

d for each w
to be reim

bonus for ca
  These tra

available o

eek worke
by HR 
rder to be

your payro
ave questio
ion 4547 o

21 | P

u provide, y
.  

week work
mbursed.

aregivers w
avel incenti
only in area

d 

e reimburs

oll 
ons, please
or by email

a g e  

you 

ked 

who 
ives 
as 

sed. 

e 
ling 



 

  
 
 
 
There a
 
 

 
 C
 C
 P

 
 
 
Our clie
persona
access t
Your cli
challeng
 
Confide
home ca
guidelin

 O
 N
 N
 R
 N
 Y

 
 
 
 
Rememb
course o
informa
 
 
 

Confid

Client 

Confid

are three ad

Confidentia
Confidentia
PCM corpo

ents have t
al informat
to sensitive
ient may sh
ges, or oth

entiality is 
are setting
nes: 
Only discus
Never discu
Never discu
Refer quest
Never discu
You have a

ber that HI
of your wo
ation as we

dentiality, C

Confident

dential Co

Cha

dditional a

ality in the 
ality and no
orate comp

the right to
tion. As a p
e and priva
hare thoug

her persona

a serious i
.  You mus

ss client in
uss any clie
uss client in
tions from 
uss any det
an obligatio

HIPAA regu
ork you may
ell. 

Complianc

tiality  

ompany Inf

apter 5 – C

and very im

home setti
on-solicita
liance prog

o confident
provider of
ate informa
ghts and fee
al informat

issue for ev
st make co

nformation 
ent inform
nformation
others to y
tails about 
on to repor

ulations app
y have acc

ce and Eth

formation

Confiden

mportant to

ing 
ation agreem
gram 

tiality of al
f home hea
ation abou
elings rela
tion.  

veryone an
onfidentiali

with appro
mation with 

n in public
your Case M
one client

rt potential 

ply in the h
cess to conf

hics 

 
ntiality, C

 

opics that y

ment 

ll records, 
alth care se
t your clie

ated to fam

nd is especi
ity a top pr

opriate staf
family or 
 
Manager 
’s situation
harm to a 

home care 
fidential a

omplianc

you must kn

communic
ervices, yo
nt and thei
ily issues, f

ially impor
riority and 

ff  and care
friends 

n with anot
Case Man

setting.  D
nd proprie

ce and Et

22 | P

now. 

cations, and
u may hav
ir family.  
financial 

rtant in the
follow the

egivers 

ther client
nager 

During the 
etary comp

thics 

a g e  

d 
ve 

e 
ese 

pany 



 

Examp
 B
 R
 P
 T
 C
 O

 
 
The abo
confiden
you sign
(examp
 
The agr
regardi

 T
e
e

 Y
se

 
Be sure
obligati
 
 
 
 
The rep
employe
PCM is
the com
 
The PC

 P
 P
 C

 
 

PCM C

les of conf
Business pr
Referral sou
Proprietary 
Training ma
Client infor
Other inform

ove informa
ntiality and
n when bec
le on right

reement p
ing:  

The non-sol
mployees d
mploymen

Your duties
eparation f

 to familia
ions.  Cont

putation o
ee, and ea
s committe

mpany and h

M Compli
Promote an
Prevent sub
Combat fra

Complianc

fidential a
rocedures 
urces 
forms  

aterials 
rmation 
mation and

ation is pr
d non-solic
coming a P
 ) 

provides co

licitation o
during and
t 

s and oblig
from empl

rize yourse
tact Human

of our co
ach of us i
ed to prom
has an esta

iance Progr
nd monitor 
bmission of
audulent co

ce Program

and propri

d materials

otected un
citation ag
PCM emplo

onditions 

of clients a
d after your

gations upo
loyment 

elf with the
n Resource

mpany de
is responsi

moting stron
ablished C

ram aims t
complianc

f erroneou
onduct  

m 

ietary info

s   

der the 
greement 
oyee. 

nd 
r 

on 

e confident
es if you ha

epends on 
ible for ma
ng busines

Corporate C

to:  
ce 

us claims  

ormation i

tiality agre
ave questio

the pers
aintaining 
ss ethics a
Complianc

include: 

eement and
ons. 

sonal integ
the trust 

and accoun
ce Program

23 | P

d your 

grity of e
of our clie

ntability w
m.   

a g e  

every 
ents.  
ithin 



 

  
 
 
 
 
 
 
 
You can
conduct
report i
888-916
 
PCM is
honesty

 C
 C
 In
 T

 
T

Profess
 

As a ca
sustaini
employ

Your R

n also help
t.  PCM ha
inappropr
6-8989.  

 committed
y in all deal
Clients 
Client fami
nsurance c

Third-party

Thank you f
video end
and unde
please fa

ional Case

aregiver p
ing our re

yee is respo

esponsibil

p by identif
as establis
riate or no

d to remain
ling with: 

lies 
companies 
y payers 

for particip
ds, please c
erstanding
ax or mail 
e Managem

providing s
eputation o
onsible for 

lities 

fying and r
shed a con
on-standar

ning curren

pating in th
complete th
g of the top

the test to 
ment, 1600

services in
of being an

ensuring t

reporting a
nfidential C
rd practic

nt in profe

he PCM ne
he test desi
ics covered
HR at 888
 Emerson S

n the hom
n honest 
their own e

any illegal o
Complianc
es.  To ma

ssional sta

ew employ
igned to co
d. Once th
8-950-8989
St.  Denver

e, you pla
and respo

ethical beh

or unethica
ce Hotline

ake a repor

andards of c

yee orienta
onfirm your
he test is co
9 or Huma
r, CO 8021

ay an imp
onsible pro
havior.   

24 | P

al 
e to 
rt, call  

care, and t

tion.  After
r completio
ompleted, 
an Resourc
18.  

ortant role
ovider.  E

a g e  

to 

r the 
on 

ces, 

e in 
Each 


