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Section 9 

RECOGNIZING AND GETTING QUALITY 
ATTENDANT SUPPORT 

 
9.1   Training Attendants 

It is important that you train your attendants properly. Proper 
training allows attendants to provide you with quality support. 

There are many ways to train. Here are some suggestions: 

 

 
 

 

 

 
 

Prepare. Before you start training, have all the equipment and 

supplies you need for the training. If possible, schedule training 

when you will not be disturbed.  
 

Explain your disability. Tell your attendant everything about 

your disability and how it affects your daily life. Do not leave 

anything out. Does your disability have symptoms that could be 

alarming to a new attendant or to the public (spasms, etc.)? If 
so, prepare your attendant to deal with this as well. Use specific 

examples. The more your attendant knows of your disability, the 

better support she can give you.  

 
Review your guidelines with your attendants. You and your 

attendant discussed your guidelines in the interview. Review 

these with your attendant and make sure he understands their 

importance. Explain anything that is unclear and let him ask 
questions. If your guidelines cause him problems, deal with it 

right away. If you cannot resolve the problem, you will not want 

him to continue working for you.  

 

Have a training plan. Begin each training lesson with an 
overview of what you will cover. At the end of the lesson, sum 

up what you have taught. If you need more than one lesson to 

cover a topic, review what you have taught in earlier lessons 

first. Answer any questions, and then move on to the new 
material. 

 

All attendants need some training. Even if your new 

attendant is a Certified Nurse Aide (CNA) or has worked 

as an attendant for others, he needs to be trained to 
complete the tasks the way you want them done. 
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Explain the task. When explaining a task that must be done a 

certain way or at a certain time, explain to the attendant why 

she must do it that way or at that time. Describe each step 
carefully. The attendant must understand all parts of a task and 

how they fit together. 

 

Demonstrate new tasks. A good way for your attendant to learn 
a new task is to have him watch someone else perform the task 

first. Have a friend, family member or another skilled attendant 

show him how. Make sure he sees the task being performed 

several times. Then, let the attendant practice it and tell him 
how he is doing.  Use constructive feedback and additional 

coaching if necessary. 

 

Cover the steps in the task. If you are using a checklist, make 
your attendant review the checklist as you work through each 

step. Or, have your attendant write down each of the steps as 

you explain them. Review what your attendant writes to ensure 

he understands all the steps correctly. See the sample task 

checklist in Appendix 9-1 at the end of this Section. 
 

Stress safety. Stressing safety is critical. If you have life support 

equipment, make sure the attendant knows how and when to 

use it. Train the attendant to understand and use universal 
precautions whenever needed. Make sure the attendant knows 

what to do in case of an emergency. 

 

Be patient. Your attendant might not understand all your 
directions the first or even the second time. Making mistakes is 

part of learning. Ask for feedback and give her plenty of chances 

to ask questions. BE PATIENT! 

 

Be sensitive to your attendant. Some people can learn a whole 
task at once. Others need a slower pace. Pay attention to your 

attendant's reactions as you train. Give thought to how much 

new knowledge your attendant is able to learn at one time. 

 
Respect your attendant. Respect your attendant, his ability to 

learn, and how much he already knows. Also, tell your attendant 

clearly that you have to be sure he understands exactly what 

you want and how you want it done. 
 

Give your attendant feedback. Giving your attendant feedback 

during training as well as on the job is very important. Talk 
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about what is working and, more importantly, what is not 

working. Like most people, your attendant needs both positive 

and corrective feedback. 
 

Correct mistakes. When your attendant performs a task 

differently than the way you demonstrated, point it out. Patiently 

remind her how you want it done. Remember that you are trying 
to correct the mistake, not the person. 

 

Praise good work. When your attendant performs tasks the way 

you want them done, point this out. Praise your attendant for 
good work, and do not forget to say, "Thank you." This is a 

powerful motivator for workers. 

 

Evaluate your attendant’s work and behavior. When hired, tell 
your attendant you will evaluate his work and behavior regularly. 

Set a timeline for evaluations and share copies of your 

evaluations. See Section 7.4 below for more information about 

evaluating attendants. 

9.2   Scheduling Attendants             

In CDASS, you create schedules for your attendants. If you only 

have one attendant, this is simple. But, if you have more than 

one, scheduling is more difficult. Plan enough time for scheduling 
and dividing tasks among your attendants. You must balance 

your needs with your attendants’ needs in order to have reliable, 

timely support. Here are some things to consider: 

 
How important is the schedule? For most people, the attendant 

schedule IS very important. You should talk to your attendant 

about the schedule and be very clear about your expectations. 

Also, tell your attendant what he can expect when he does not 
follow the schedule.  Post your schedule in a place where all will 

see it.  

 

Who decides on the schedule? Ultimately, you do. Remember, 

that the schedule affects both you and your attendants. You will 
have a better relationship with your attendants if they feel you 

have thought about their needs when making the schedule. Talk 

to your attendants about the schedule and get their input. 

Include as much of their input as you can in the final schedule. If 
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you cannot meet everyone’s scheduling needs, explain how and 

why you did the schedule the way you did. 

 
How do you set up a schedule? To begin, you should review your 

attendant support tasks checklist. Review the attendants’ 

experience and preferences for days and times. You could divide 

the tasks among your attendants equally or, you could assign 
attendants based on their skills and abilities. However you set up 

the schedule, remember you will have to do it again as things 

change. 

 
How does the schedule get changed? Stress to your attendants 

that everyone, including you, must respect the schedule. There 

could be times when you or an attendant needs to change the 

schedule. Decide how this will happen and be sure all attendants 
understand the process. Decide, for example, how much notice 

you will need before changing the schedule for an attendant. 

Also, tell your attendants how much notice you will give them 

when you make a change. Explain when you might not be able 

to give that much notice. Decide if you must approve all 
schedule changes or if the attendants can decide among 

themselves. If you must approve all schedule changes, make 

that clear in your guidelines. 

 
Be aware of issues around starting and ending times. Decide 

how you will handle attendants that are late and let them know 

the consequences. Likewise, be very careful about asking 

attendants to stay late without warning. Respect the attendants’ 
time in the same way you want them to respect yours. If you 

often ask attendants to stay late, you will cause problems in 

your relationships, and you could lose workers. On the other 

hand, if you respect their time, you have the right to expect 

attendants to respect yours. 

9.3   Supervising Attendants 

In CDASS, you supervise your attendants. This means you 
direct, oversee and manage their activities in order to receive 

the quality care you need. In supervising, consider: 1) quality 

2) quantity 3) time and 4) rules.  
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Quality is how well tasks are being done. Do 

attendants perform tasks the way they were taught or 

some other way? 

Quantity is the amount of work. Are attendants doing 
every task as required or are they skipping some? 

Time is about the schedule. Do attendants perform 

tasks when they are scheduled? 

Rules are your guidelines. Are your attendants 

following them? For example, you can allow attendants 

to eat your food if they replace what they eat.  Although 
eating your food will not have a direct impact on your 

care, it is your rule and it is to be followed. 

 

Be ready to train. Since things change, good supervision requires 

on-going training. If your needs change, teaching new tasks will 

be necessary. And, your attendant could have questions that 
were not covered. When this happens, set up training as 

discussed in Section 7.1. Even though something is clear to you, 

this does not mean it is clear to your attendant.  

 

Monitor your attendant’s work. By monitoring your attendants’ 
work, you can tell if they are performing their tasks the way you 

taught them. If not, you probably need to provide more training. 

If training does not help, you can take a different approach with 

them. The main point is, pay attention to what your attendants 
are doing. 

 

Be clear about what you want. By agreeing to take the job, your 

attendant agreed to perform tasks the way you need them to be 
done. Be clear about what you want and how you want it. If you 

are not clear, the attendant has to guess and that is not a good 

thing for either of you. 

 

Work together. Work with your attendant as a partner to solve 
problems. Listen to your attendant’s suggestions. She might 

have some good ideas or some useful experience to draw on. 

Remember that “two heads are better than one.”  

 
Learn to say “No”. If you do not agree with your attendant’s 

suggestions or ideas, say so. But, be respectful. It will help you 

develop a stronger relationship with her. 
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Be in charge. Although your attendant has suggestions, you are 

the supervisor. Your attendant may have worked in places where 

clients had little control. In CDASS you have control, and the 
right to live your life as you choose. You do not need your 

attendant’s approval for what you do. Respect your attendant, 

but be mindful that he is there to assist you, not to decide things 

for you. 
 

Deal with problems. When an attendant performs poorly, let her 

know right away. With patience, remind her how to do things the 

way you taught her. Deal with the problem when it happens not 
a long time after it happens. Problems that are not handled 

quickly will most likely get worse. Be respectful when correcting. 

Remember, fix the problem, not the person.  

  
If an attendant keeps making the same mistakes, consider 

giving him more training. If more training does not help, the 

problem is performance, not skills. In this case, discuss the 

situation with the attendant. Try to discover if the attendant 

understands his performance is not acceptable. After the 
discussion, if he does not improve, try giving him a warning. If 

his performance still does not improve, you will need to take 

disciplinary action, which may include firing the attendant. Make 

sure the attendant is aware of the consequences of his behavior.  
 

 

 

 
 

Praise your attendant. Tell your attendant when she does 

something right and especially when she does something more 

than you expected. Let her know that you value the support she 

gives you. Most people appreciate being recognized for good 
work. 

Treat your attendant respectfully. Treat your attendant the way 

you want to be treated. Avoid calling your attendant names or 

insulting him. Respect him and the work he does for you. Good 
attendants are not easy to find. Treating them poorly will lead 

them to look elsewhere for employment.  Also, abuse of your 

attendants could be grounds for your removal from CDASS.  

According to CDASS rules, one reason a client and/or Authorized 
Representative can be terminated from the program is if the 

client and/or Authorized Representative exhibits inappropriate 

If______ continues, 

then _______will  

happen. 

 
        Okay. 
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behavior toward attendants and the department has determined 

that the FMS has made adequate attempts in assisting the client 

and/or Authorized Representative to resolve the inappropriate 
behavior and resolution has failed.   

9.4   Evaluating Attendants 

Although you supervise your attendants daily, you should still 

schedule regular evaluations. You can set aside some time every 

so often (i.e. every six months) to review their performance, 

hear their feedback and suggestions and confirm the schedule. 

This allows both you and your attendants to maintain clear lines 
of communication. 

 

New attendants should be evaluated weekly until you are 

confident of the work. Performance evaluations for more 
experienced attendants can be scheduled farther apart, for 

example every six months. The more confidence you have in an 

attendant’s performance, the less you will need to do formal 

evaluations.  
 

For formal evaluations, use a prepared evaluation form. Be sure 

your form has the same or similar items as the attendant’s job 

description. Include items on the evaluation that are important 

to your care and comfort. See Appendix 9-2 for a Sample 
Evaluation Form. 

 

Using a formal evaluation also allows you to reinforce the 

attendant’s hiring agreement and your expectations. Keep copies 
of all evaluations, and give copies to the attendants. If the 

evaluation includes unsatisfactory performance, put in place a 

corrective action plan. If you are having problems with an 

attendant, it can be helpful to review past evaluations as you 
consider whether to keep him or let him go. 

 

9.5    Handling Abuse 

While participating in CDASS, you should have good attendant 

support, and you should make sure your attendants treat you 

well. No one likes to admit it, but sometimes attendants abuse 

the people they are hired to support, which is against the law. 
For your safety, know what the definitions of abuse are. See 

Appendix 9-3; Safety and Prevention Strategies. 
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Physical Abuse is a physical force or violence that results in 

bodily injury, pain, or impairment, this includes hitting, slapping, 

pinching, kicking and other forms of rough treatment. If an 
attendant does something intending to cause you pain, it is 

physical abuse. 

Verbal Abuse means any use of spoken or written words or 
gestures that are meant to insult or attack you or to make you 

feel bad. 

 

Psychological Abuse is the intentional cause of mental or 
emotional suffering caused by threat, humiliation or other verbal 

or non verbal behavior. 

 

Sexual Abuse is any form of non agreed physical contact which 
includes sexual annoyance, touching, fondling or attack. Any 

inappropriate sexual behavior by an attendant that makes you 

uncomfortable is sexual abuse. 

 

Neglect is the failure of attendant to complete their 
responsibilities to provide needed care which means an 

attendant is lacking to provide you food, water, heat, poor 

hygiene, and unclothed or improperly clothed for weather, or 

health maintenance. After you have given the attendant 
directions about these necessities, the attendant should make 

sure your needs are met. 

 

 
 

 

Remember, in CDASS, you are responsible for addressing 

attendant problems. No home health agency or other provider is 

responsible for taking care of these things for you. You have to 
decide what to do about the abusive attendant. 

 

If you feel you are being mistreated, you should talk to the 

attendant. Tell him what actions or behaviors you do not like. 
Tell the attendant that if the behaviors do not stop immediately, 

you will terminate his employment. This can work for attendants 

who are not aware of how you are feeling. Be ready to take 

action right away if the behaviors do not stop. 
 

In most cases of abuse, you should fire the attendant 

immediately. Do not tolerate abuse. Protect yourself. You should 

If you feel an attendant is abusing you, take action. 
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have included the consequences of abuse in your attendant 

guidelines. From your training, the attendant should already be 

aware of those guidelines. You have every right to terminate 
the attendant immediately. Just be sure you are safe and that 

you have other supports in place. 
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9.6   Preventing Theft         

You are responsible for handling attendants who try to steal from 

you. Below we share some ideas to help prevent theft and what 

to do if an attendant does steal from you, keep in mind that 
theft is a crime. 

 

Check references. Always check a person’s references. Ask the 

reference about the person’s honesty. If a reference causes you 
to believe the person is not honest, think carefully about hiring 

her. You could be taking a risk. 

 

Pay attention to background checks. In CDASS, Accent must 
complete a criminal background check on EVERY person 

you want to hire. Review the details of the background check 

report on each person. A person with a history of theft or other 

“small” crimes can be more likely to steal from you. If anything 

causes you to think he is not honest, think twice before hiring 
him.   

 

Keep track of your money and valuables. Do not keep a large 

sum of cash in your home. Keep small valuables locked away, 
such as jewelry and cash. Keep track of how much money you 

have on hand. Know where your purse or wallet is at all times. If 

you need your attendant to handle cash for you, make sure she 

does so under your direction only in a way that you can watch. If 
you have several attendants, consider giving only one of them 

access to your valuables. 

 

Be careful with checks and credit cards. Do not give an 
attendant your credit card, credit card number or a blank signed 

check to use when you are not with him. Doing so gives the 

attendant a chance to steal from you. If your attendant must 

shop for you, always get a receipt showing what was spent. In 
these cases, keep careful watch on your bank accounts.    

 

Keep track of your medications. Some medications are more 

valuable than cash. Many home health care clients say stealing 

medications is a bigger problem than stealing money. Store your 
medications in a locked drawer or cabinet. Keep track of when 

you need to reorder your medications. Know how much 
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medication you have on hand and how much you order. If you 

have more than one attendant, consider giving only one of them 

access to your medications.  
 

Keep track of your possessions. Keep an up-to-date list of all 

your valuables such as TV’s, stereos, computers, antiques and 

jewelry. Should something turn up missing, this list will be 
helpful to police and to your insurance company. Let your 

attendant know you have a property list. Knowing that you have 

a property list can discourage the attendant from stealing.   

 
Be careful about use of your car. You should not allow your 

attendant to use your vehicle without you. Make sure you have 

known the attendant for a long time before allowing use of your 

vehicle. Keep track of the miles that your attendant puts on the 
car to ensure it is not misused.  

 

Be careful with your keys. In many cases, you will give your 

attendant a key to your home. At the same time, you do not 

want your attendant entering your home without your 
permission. 

 

� One idea for keeping your home safe is having two door 

locks, which take different keys. Give your attendant a key 
to one lock. You keep the key to the other one. This way 

you can lock the door so even your attendant cannot 

enter. 

 

� Consider a combination lock system. Give the combination 

to your attendant. You can easily change the code if he 
stops working for you. A combination lock can be very 

useful when you have to fire an attendant. 

 

� Be very careful about keys when an attendant stops 

working for you or when you have to fire an attendant. Get 

your locks changed even if the attendant returns your 

keys. You can never be sure whether the attendant made 
copies. 

 
Talk about honesty in your hiring agreement. Keep your 

attendant’s hiring agreement up to date. In that agreement, 

detail what happens if the attendant is not honest. Be clear that 
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you expect honesty, and will not allow a dishonest attendant to 

work for you. 

 
The above tips will help prevent theft. Sometimes, no matter 

what you do, an attendant will steal from you. If that happens, 

remember you are responsible for addressing and resolving the 

issue. 
 

If you find small things missing here and there, tell the 

attendant.  Do not accuse her of stealing without proof. Say 

something like “I seem to be missing things. I’m going to have 
to pay more attention to where we put things.” Letting the 

attendant know you are paying attention can prevent more theft.   

 

If the stealing is more serious, call the police. Also, let Accent 
know. Taking action can help keep that attendant from stealing 

from others. 



 

 

Section 9 Quiz:  

RECOGNIZING AND GETTING QUALITY 
ATTENDANT SUPPORT 

 

1. List 5 ways you can train the attendant to do tasks the way you 

want them done.   

 
1.___________________________________________________ 

2.___________________________________________________ 

3.___________________________________________________ 

4.___________________________________________________ 

5.___________________________________________________ 

 

 

 Answer questions using Multiple-Choice. 
 

2.  Which of the following is not true when handling attendant abuse in 

     CDASS? 

 A.  You can terminate attendant immediately 
 B.  You can talk to attendant if abuse is minimal 

 C.  Quality attendants are hard to recruit, hire, and train 

 D.  A home health agency can deal with abusive attendant when  

      appropriate 

 
3. Which of the following is true in training and scheduling attendants? 

 A.  You are the only person who can train an attendant 

 B.  You can include as much of an attendant’s input as possible 

              in the final scheduling 
 C.  You shouldn’t demonstrate a task more than twice 

 D.  It’s not a good idea to change the schedule 

 

4. Which of the following action is not recommended in preventing  
    theft? 

            A.  Let an attendant know you are aware of missing items 

            B.  If stealing is serious, call the police 

            C.  Keep a current list of all your valuables 

            D.  Have an attendant enter your home without your     
                 permission 

  

 

 



 

 

 

Section 9 Quiz:  Answer Key 

RECOGNIZING AND GETTING QUALITY 
ATTENDANT SUPPORT 

 

 

1. List 5 ways you can train the attendant to do tasks the way you 

want them done. Any of the following are correct answers: 
 

 1. Explain your disability 

 2. Review guidelines for attendants 

 3. Have and follow a training plan 
 4. Explain the tasks  

 5. Demonstrate new tasks 

 6. Stress Safety 

 7. Give feedback 
 8. Correct mistakes 

 9. Praise good work 

 10. Evaluate your attendants’ work and behavior  

 
2. Which of the following is not true when handling attendant abuse     

    in CDASS? C 

 

3. Which of the following is true in training and scheduling attendants? 

B 
 

4. Which of the following action is not recommended in preventing 

theft? D 

 
 

 

 

 


