Residential Care Services (RCS)

Operational Principles and Procedures for

Community Residential Services and Supports (CRS) 

EVALUATION PROCESS
Client and Collateral Interviews

I. Purpose

The purpose of the client interview is to determine if clients are satisfied with the instruction and supports that they receive, their needs are being met, and their rights are being protected.

The purpose of the collateral contact interview is to:

1. Obtain additional or verifying client specific information from the sample client’s family, representative, case manager, or other identified contact person; or

2. Obtain information about instruction and supports provided to the client when the client cannot be interviewed or is not a reliable informant.

II. Authority

Chapter 71A.12 RCW 
III. Operational Principles

A. The evaluation process will include interviews of sample clients and collateral contacts.

B. The focus of the client interview will be on:

1. Client safety;

2. Client quality of life;

3. Protection from abuse, neglect, and exploitation;

4. Protection of the client’s rights; and

5. The provider’s provision of instruction and supports to meet client needs.

C. The collateral contact interview will be used to clarify issues or concerns identified by the client, the client’s family, or observed during the on-site evaluation. 
IV. Procedures

evaluators will:

A. Conduct a formal interview with each sample client and a family member or representative/collateral contact using the (Attachments 1 & 2 to OPP #6) Client Interview and Family/Representative/Collateral Interview and any necessary follow-up questions. 

B. Before initiating client interviews, determine if any sample clients cannot be interviewed or have issues or circumstances that could adversely affect the interview process.
C. Conduct a brief review of the sample client’s ISP, IISP, medical information, positive behavior support plan (if applicable) and individual financial plan (if applicable) before interviewing the client.

D. Obtain the client’s permission and explain the purpose of the interview before initiating the interview.  Clients have the right to refuse to be interviewed.

E. Unless otherwise requested by the client, or circumstances exist that cannot be mitigated, conduct the interview in private.

F. Obtain permission from the client or interviewee before sharing any information from the interview with the service provider.
G. Record issues and concerns requiring further clarification or evaluation.

H. Collect further data through observations, interviews, and/or record reviews when concerns or issues are identified during the client interview process.
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