Seniors in Service of Tampa Bay Inc. 

Senior Companion Program 

Team Leader Quality Assurance Review Procedures and Requirements

Team Leader Responsibilities:  

A. Confidentiality:
Team Leaders are required to:

· ALWAYS maintain client and volunteer information in a confidential manner. 

· ALWAYS store lists or other documents in a place where others will not be able to accidentally them. (Ex. On a table, clipboard, in an unattended folder etc.)   

· NEVER show any lists or other documents that contain names, addresses, phone numbers etc. to others.  

· NEVER talk to anyone except Seniors in Service of Tampa Bay Inc. staff about the information you gather while completing quality assurance reviews unless specifically instructed to do so by staff. (This includes talking to other volunteers, even the ones you are reviewing)  

B. Completion of Quality Assurance Forms:

  Team Leaders are required to:

· Complete at least one Senior Companion Program (SCP) quality assurance (QA) review form per month on at least one client of every volunteer on the team. 

· Complete a QA form on a different client of each volunteer each month.   

· Complete a QA form on all new SCP clients during the first two months after the start they start to receive Senior Companion services. The sooner the better!    

· Complete QA review forms by either telephone call or making a home visit. 

A home visit to see the client should be made if the team leader: 

a. Lives in the same building as the client
b. Lives within comfortable walking distance of the client  (No team leader is required to walk to a home visit unless they choose to do so!) 
c. Drives and lives within 15 miles round trip of the client being visited (No team leader is required to drive to a home visit unless they choose to do so!)
****Any home visit or telephone call that indicates an immediate risk to either a client or volunteer is to be reported to Seniors in Service office staff and other appropriate places such as 911, police or fire department, apartment building management etc. immediately. 
· Contact Seniors in Service of Tampa Bay staff within 1 work day after competing a QA form that indicates “action needed” 

· Mail fully completed QA forms to Seniors in Service monthly with the team leader time sheet 
                                                                                                                                        over
Volunteer Coordinator Responsibilities:  

· To provide team leaders with a listing of the names, addresses and phone numbers of the clients assigned to the volunteers on their team monthly. (The list will be included in the team leaders checks)

· To assist Team Leaders with client concerns, answer questions on QA procedures etc.  

· To monitor team leader performance: does the volunteer complete the needed number of reviews in a timely manner, are the QA forms completed according to direction, etc.  

Instructions on How to Complete a Quality Assurance Form:

    General Rules:

· Always use a pen, not pencil, to complete the form

· Do not leave blank spaces on the form. If the client or caregiver does not answer a question write that down on the form

· Always be an objective reviewer. Personal feelings about a client, caregiver, or volunteer cannot be allowed to influence the review. 
      Steps for Completing a Quality Assurance Form:

A sample team leader quality assurance form is on the back side of this paper. The numbers on the instructions noted below show what line to fill out and are also on the sample.

1. Enter Client Name 

2. Enter the name of the volunteer that serves the client

3. Print the name of the team leader (reviewer) who is completing the form

4. Sign the form

5. Check whether the review was completed on the telephone or by a home visit: Make sure to also enter the date it was done

6. For questions 6 to 15: Ask the client or caregiver each question and to rate their opinion using either excellent, good, fair or poor. ***Write down as many of the client or caregivers comments as possible.

16. Add any comments you want to make about the review. 

17. Check the correct box to indicate if there is a need to take action on any of the information gathered during the review. 

18. Submit the quality assurance form to the Seniors in Service of Tampa Bay Inc.  offices according to agency procedures
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