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POLICY:

[AGENCY NAME] requires all new CS staff to be fully trained for their positions in order to
effectively and efficiently delivery high quality services to clients. Training shall be
available to new staff at time of hire, during onboarding, within the first 90 days and in
some cases annually, for required trainings and when there are areas of need identified
for improvement. Training topics of the Case Manager role will include customer service,
crisis de- escalation, cultural awareness, evidence based practices in housing-related
support services, fair housing and housing rights, HIPAA compliance, documentation
standards, preventing sexual harassment and other topics as there is an identified need.

SCOPE:

This policy applies to call program staff at [AGENCY NAME] providing services
and goods to agency clients, reviewing client records and submitting claims on
behalf of client services.

ABBREVIATIONS:

CS — Community Supports

ECM - Enhanced Care Management

HIPAA - Health Insurance Portability and Accountability Act
MCP — Managed Care Plan

DEFINITIONS

All Lines of Business for the purpose of this policy refers to any service programs
under contract with the following MCP and healthcare entities: (list MCPs agency is
contracted with, together with any other health-related funding programs county or
state the agency is engaged with).

Providers are any employees or contracted staff providing direct services to clients,
including case managers, peer support specialists, clinical staff and Community
Supports housing case managers.

PROCEDURE & RESPONSIBILITIES:

Program Staff Training Requirements
Providers will be fully trained in their tasks. [AGENCY NAME] supervisory staff will



through direct supervision and observation will ensure and document that all staff
providing direct services have expertise in, or receive additional training and supervision
on the following topics. HR staff will provide updates to supervisory staff on which
trainings need completion and timeframes for completion. HR staff will also collect record
from staff trainers on attendees, training topics and dates, to update employee records

Trainings will include, but not be limited to:
e COutreach and engagement strategies and Trauma Informed
Care (TIC)

¢ Intensive case management services and EBPs in Housing First
and permanent supportive housing

e Motivational Interviewing

e Mental health and substance use disorders- care coordination
strategies and connections to local providers

e Crisis intervention identification and procedures

e Suicide prevention and assessment

e Affordable housing and public benefits applications, including
SSI/SSDI Outreach, Access & Recovery training (SOAR)

e Housing and tenant/landlord rights/eviction prevention

e Mandated child and elder abuse reporting

e Securing protected health information and HIPAA privacy and
security requirements

¢ Preventing and reporting Waste, Fraud and Abuse

¢ Documentation Standards and best practices

e Coordination with Enhanced Care Management providers
e Other trainings as identified by staff and supervisory staff

HR Staff will work with supervisory and training staff to ensure that training frequency
meets staff needs. Trainings on agency policies and reviewing core elements of Providers’
job description should be offered during onboarding, all policies with accompanying
procedures should be trained on within the first 90 days of employment and reviewed
annually.
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The HR Director and CS Director(s) or designated alternate, will maintain a record of trainings
completed by Providers to be reviewed quarterly in Executive Team meetings, with a report
delivered to staff quarterly, for feedback on additional training needs. Additional training
requested by Providers and supervisors will be considered and appropriately scheduled as
soon as possible.

CROSS REFERENCE:

e Enhanced Care Management and Community Supports (ILOS)

Past Review/revision dates:


https://www.dhcs.ca.gov/enhancedcaremanagementandinlieuofservices
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