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Introduction

upport Brokers work directly for the individual on the waiver, assisting the participant to develop and manage the supports they are self-directing. The Support Broker must provide supports in ways that are flexible, responsive to and controlled by the participant.

Any person, who wants to become a support broker, must attend the Division’s support broker training and pass a competency-based test.  To become a certified Medicaid provider of support brokerage services, the person must meet specific qualifications listed below and complete the provider enrollment packet provided by the Developmental Disabilities Division. For current certified providers, who want to add Support Brokerage to their certification, the provider must contact their local Provider Support Specialist at the Division, attend the Division’s support broker training, pass a competency-based test, and meet the specific qualifications list below.

Qualifications
For those wanting to serve more than one participant, the person or agency serving must assure that the individual(s) providing the support brokerage service has 48 credit hours of college and two years of experience working in the field of developmental disabilities, or a bachelor's degree and one year of experience, or a master's degree or doctoral degree.
For those wanting to serve only one participant, college and work experience requirements in the field are not required if support broker is working through the Fiscal Employer Agent – Public Partnerships, LLC or “PPL” and is only going to serve only one participant (and one sibling in the same household is allowed).
Every person applying to be a Support Broker is screened by the Division to verify he/she meets the minimum requirements, attends the Support Broker training and passes a competency examination. 

An outstanding Support Broker shall: 
Participate in the person-centered planning process
Develop a written support and spending plan with the participant that includes the supports that the participant needs and wants, related risks identified with the participant's wants and preferences, and a comprehensive risk plan for each potential risk that includes a backup plan should a support fail
Assist the participant to monitor and review his/her budget
Assist the participant, as needed, to meet the participant responsibilities as outlined by the Division and to protect his/her own health and safety
Assist the participant to develop and maintain a circle of support
Help the participant learn and implement the skills needed to recruit, hire, and monitor employees
Assist the participant to negotiate wages for paid supports

In this handbook, you will learn: 
The concepts of self-direction
The required job duties of a Support Broker
The tools needed to do your job
The information related to the participant as an employer or co-employer
The concept of budget management 

No Conflict Of Interest
All paid Support Brokers shall be free of any conflict of interest.  This means that if the Support Broker is employed with a certified waiver provider, a participant who chooses that Support Broker can receive no other services from that certified provider employer.  The Support Broker cannot provide any other service to a participant.

This Support Broker Training Handbook is written for YOU.  You will be working with participants who are self-directing on the Adult DD, Child DD, and/or the Acquired Brain Injury Waiver.  In order to become a Support Broker, the person needs to complete the Division’s Support Broker Training with a competency of 80%.  This handbook will help them achieve the knowledge to complete the required course and pass the written exam.  






Self-Direction

Self-Direction is the process by which an individual selects and directs their support services in order to meet their daily needs and long-term goals.  It is a service delivery option that supports Self-Determination, which is a philosophy explained on the next page. All Waivers administered by the Developmental Disabilities have the option of self-directing support services as of July 1, 2010.  The benefit of this addition is the opportunity for more choice and more control in the lives of waiver participants, if they choose to self-direct their services.

The key to understanding self-directed supports is to realize that each person with a disability determines what service and supports are right for them.  The Support Broker uses “person-centered planning” to create a system of support that is unique to the person’s’ expressed needs and desires. 

Until July 2010, the only service delivery option for Division waiver participants in Wyoming was through “traditional” services.  This model requires that every service provider become certified through the Division in order to serve on any waiver plans of care.  Each service provider on a plan of care, including the case manager, develops the plan of care along with the participant and his/her guardian, if applicable.  

Now that the Division offers the option of self-directing some of the current waiver services, (refer to Division’s website for current Waiver Service definitions), teams may have additional and/or different roles than with the traditional model.  Participants may choose to self-direct some of their services, while receiving other services through the traditional delivery model.  Others may choose to self-direct all of their waiver services.  In either case, the participant’s case manager will hold at least two meetings annually that should involve all services providers and employees on the participant’s team, as well as other team members that the participant may invite, to develop the plan of care as it will be submitted to the Division for review and approval.  Regardless of the breakdown of self-directed and traditional services, it is essential that the Support Broker maintains regular contact with the participant’s case manager.


The Principles of Self-Determination
 (
  
Freedom
Authority
Support
Responsibility
Confirmation
)

Freedom
The opportunity to choose where and with whom to live, as well as how to organize all important aspects of life with freely-chosen assistance, as needed.  It means making personal and individualized decisions regarding: how and where to work and live; what choices to make about life; how to give to the community; what kind of services and supports to use (if any); and who to spend time with and love. 

Authority
The ability to control some targeted amount of public dollars, including having control over how to spend authorized service/support money; having the right to vote; being able to sign legal contracts (ex: buying a house, getting married); and being able to decide how money available for support services will be spent.  Guardians can help with these tasks.

Support
The ability to organize support in ways that are unique to the individual for self-care, to be an active part of the community; to find a job; buy a car; and take care of the home.

Responsibility
The obligation to use public dollars wisely and to contribute to one’s community.  Along with freedom and choices, individuals are also responsible to follow or honor the ordinary rules and jobs of citizenship, such as voting, obeying laws, making responsible choices, participating in community life, and making the effort to have positive relationships with friends, family, and neighbors. 

Confirmation
The recognition that individuals with disabilities themselves must be a major part of the redesign of the human service system of long-term care services.



Person-Centered Planning 

Person-centered planning is a process used to define a person's life goals and to create an action plan to meet those goals.  There are numerous tools available that help the planner create a picture of a person's life, what it currently is and what it will look like in the future.  Person-centered planning is not a static, onetime event, but rather, a process that takes times to conceive and implement.  Typically, a person-centered plan is conducted with family, friends, and community members (Circle of Support) who care about the individual and are interested in helping to support his or her life goals, working directly with the participant’s case manager. 

Person-centered planning is not a new idea.  In the past, life options for people with disabilities came from a preset menu of community-based services; the planning process was simply a way to choose which services the person would receive (i.e., residential habilitation training, respite, personal care).  By adding the option for participants to self-direct all or some of their services, person-centered planning is crucial. 

Components of Person Centered Planning 
Person-centered planning, if done correctly, paints a picture of an individual's life now and in the future; the richer the picture the better the plan.  The skilled Support Broker will help the Circle of Support to complete a unique picture of the person's life goals by exploring the following key ideas:

Who is the person – ask questions and/or come up with ideas for activities to help the team find out who the participant is and wants to be. 
Components of the plan -- approach the plan creatively; explore dreams, goals, and preferences; identify who will help those dreams come true and determine what tools or resources are needed to create the plan.
What will success look like -- know when you have reached the goal; adapt and change the plan as needs and desires change. 


A Support Broker may find that many individuals with disabilities are without significant support systems, leaving them isolated and often times segregated from the mainstream.  Some people do not have the good fortune of having a concerned and listening support system; many individuals with disabilities depend solely on paid staff to help them meet their needs. In such cases, Support Brokers will have to build the Circle of Support beginning with the people who the participant selects as important. 


Circle of Support

At first the circle may be quite small, but as the participant expands their life circumstances through work, recreation, and community living, etc., the Support Broker will continue to identify additional people to participate in the circle.   

According to The Employment and Disability Institute, there are four steps in creating a Circle of Support:
Begin with a vision
What does the person want to accomplish?  How can their friends and family members help them to reach the vision in manageable steps? 
Leverage capacities to empower the focus person 
The person with a disability has natural resources, talents, and interests that can assist them to reach the goal.  Recognize the strengths of the person. 
Find people who are interested in and care about the person 
Who will commit their own talents to help the person move forward by doing things with them rather than for them? 
Find community connections 
Both the internal community of the person’s life such as families and friends and the external community such as neighbors and community resources can assist in reaching the goal.

The members of the circle of support may include family, friends, neighbors and other community partners, and are usually not paid to be there. They are involved because they care enough about the participant to give their time and energy to help overcome obstacles and increase the participant’s options. An important function of the circle is to help the participant re-visit his/her goals which he/she is working on and to keep the direction current in terms of what the participant really wants to achieve.   

To build Circles of Support, Support Brokers will first help the participant identify the people who are supportive and involved in the lives of their participants.  The Support Broker should assure that communication among the Circle members is effective and includes everyone.  It is the Support Broker’s ongoing role to find ways to provide support to the Circle so that they are an active decision-making unit, and in the event that conflicts arise, identify strategies that will keep the Circle focused on the dreams of the participant. 

The Circle of Support can help participants:
Make important decisions
Increase his/her community presence and participation
Discuss topics that are important to him/her 
Discover new information and programs 
Recognize the participant’s strengths as a person 
Decide who the participant would like to hire as a worker
Problem-solve when the participant is struggling
Cheer the participant on as he/she pursues his/her dreams
Natural Supports
The concept of natural supports is not something unique to people with disabilities.  All people have a need for natural supportive relationships in their lives.  These relationships are important to assist in promoting the development of a healthy and happy life.  A natural support can be any relationship in a person’s life that is unpaid and meaningful.  This may include family members, friends, church members, neighbors, co-workers, and other organizational affiliations.  A wealth of opportunities are available to people if the time is taken to foster relationships. 

Self-Sufficiency
The ideal outcome when working with people with disabilities is to support people to become as self-sufficient as possible. Some people will not be able to live independently or be able to function without support from their family or paid staff, but we should always keep in mind – what can the person do for themselves?  Self-sufficiency is about self-esteem, independence, choice making, and being an individual.  What does the person want and need and how can the person’s strengths help him/her become as successful as possible?


What Will Success Look Like?
The team has to decide with the participant what the objective is and how the team will evaluate the progress.  Evaluation happens continuously and some of the tools to help measure the progress include the monthly documentation, monthly and quarterly reports from the Financial Management Service, and any other types of benchmarks that assist the team.  

One important piece of information that the participant might discover while working on the objective for a short period of time is that it may not be as meaningful as first thought. By regularly checking in with the participant the Support Broker will assist them in modifying their plan as needed. 

The Support Broker should lead the participant with the Circle of Support, in addressing potential or probable issues with the implementation of the Self-Directed services.  It is important that each plan clearly outlines how team members will know if there is a problem with the plan and what will be done in that event. Similarly, the participant and his or her Circle of Support should know when the objective is being reached.  

Safety
Every person has certain abilities and limitations, resulting in unique safety considerations.  Safety requirements that are to be incorporated into the person’s individual plan of care should be based on real assessed risks, not on speculation, stereotypes, or generalizations about people with disabilities.  Additionally, safety issues should be considered within the context of the life desired by the person.








Emergency Back-up Plans
Having well planned contingency and emergency plans are vital to the participant’s well being, safety, and success.  Participants receive services in a variety of settings and may receive waiver supports like personal care and supervision services in places where staff or natural supports might not be continually available.  The failure in service delivery could lead to an immediate risk to a participant’s health and/or safety.  It is imperative that the participant and the Circle of Support have a back-up plan for every self-directed waiver service or support a participant has on their plan to ensure service delivery. 

The participant’s back-up plan should include:

The name of the waiver service or the type of other service needed
The name of the primary provider or employee
The name of a person responsible for providing a back-up person should the primary employee become ill or otherwise unable to provide services
Who the participant can call to arrange or cancel services
Telephone numbers for responsible parties
Protocols for health and safety concerns should be readily available

Key questions for making contingency plans:

Does each step of the plan include a contingency plan in case there are emergencies, changes in employees or providers and such?  A plan to address concerns of safety should be included.  Not all individuals will require a safety plan, but an effective plan will identify what all team members will do in an emergency. 
Does each step of the plan identify who is responsible to assist in its implementation? 
Does each step of the plan outline when tasks will be completed? 
Do team members know what to do if they are unable to complete an assigned task? 
Does the plan reflect the need for ongoing meetings with the Circle of Support and your employer to evaluate the plan on a regular basis (for example, meet for dinner one time per month or every other month)?



FINANCIAL MANAGEMENT SERVICE OPTIONS

When a participant chooses to self-direct services, they will have the choice to become either an “employer of record” or a “co-employer” with the Agency of Choice.  
Walking through both options side-by-side
The first step is the participant/legal representative talks to their Case Manager about their options for self-direction. 
The next step is for the participant/legal representative to choose whether he/she would like to self-direct by becoming a co-employer through Agency with Choice or becoming the employer of record through Public Partnerships, LLC. Then the rest of the process is a little different depending on the option chosen.
A certified support broker is chosen from the provider list or is hired through PPL.
	Agency with Choice Model
	Fiscal Employer Agent Model

	The Case Manager and Support Broker talks to the participant about the choices he/she has for finding a provider agency to provide Agency with Choice services.
	4.The Case Manager will modify the plan of care to allocate some of the IBA for self-direction through PPL and add Support Brokerage service to the plan of care.

	The participant will talk to the agency chosen about self-directing services through them and hiring employees.
	5.The Support Broker works with the participant about being an employer.

	The person chosen to be “hired” to provide services will apply with the agency chosen to become an “employee” of the participant.
	6. The Support Broker and participant recruit, interview, and choose employee(s) to provide services.

	The person will go through the regular application process to become that provider agency’s employee.
	7. The Case Manager will contact Public Partnerships, LLC (PPL) to send the participant an enrollment packet and an employment packet for the future “employee.”

	The agency will notify the participant if they have decided to take on the person as an employee.
	8. The participant fills out the enrollment forms and returns them to PPL.

	The participant, support broker, and the provider agency will work out a co-employer agreement and decide on the schedule and tasks that the employee will do.
	9.The employee fills out the employment packet, sends the DFS registry and fingerprint cards to Juanita at the Wyoming Life Resource Center, and sends the other forms to PPL for processing.

	The Case Manager modifies the plan to add the Agency with Choice monthly fee and the self-direction service(s) to the budget, which will be provided under the Agency’s provider name.  

The employee will provide services to the participant on the schedule the co-employers (the participant and provider agency) work out together.

	10.PPL will set the participant up as an employer and the person as the participant’s employee. PPL will track all certifications and perform the background check.

11.PPL will notify the participant when his/her employee’s paperwork is complete and the employee can begin work.

	12. The provider agency will pay the employee. If any issues arise with the individual’s performance,  the Support Broker will work with the participant and the agency to figure out how to address it.
	12.The employee will provide services to the participant on the schedule set by him/her. He/she will approve timesheets (with the help of the support broker) and send to PPL.


	
	13. The employee will be paid by PPL. If any issues arise with the employee’s performance, you as the Support Broker will work with the participant to figure out how to address it.



Participant as Employer of Record (with the Fiscal/Employer Agent)
A participant who chooses to become the employer of record would work directly with Public Partnerships, LLC.  Public Partnerships, LLC contracts with the Division to provide this employment service for self-directing participants.  The participant, with assistance from the Support Broker, helps the newly hired employee to complete a Public Partnerships, LLC enrollment packet, which includes information on the background screening process, training requirements, and other employment information.  The Support Broker assists the participant in ensuring that the enrollment packet is completed and returned to Public Partnerships, prior to the employee providing reimbursable waiver services. 

Public Partnerships, PPL will send the participant and Support Broker and the Case Manager monthly utilization summaries on the participant budget, process the payroll for the participant’s employees, and send reminders to the participant when their employee(s) need to receive updated trainings for things such as CPR or First Aid.  In addition to these responsibilities PPL will, withhold and file appropriate taxes and paperwork, and process timesheets and payroll. When an employee is no longer providing services to the participant it is the responsibility of the Support Broker to notify Public Partnerships, LLC.

The Employer of Record role allows the participant to have budget authority, negotiate wages with prospective employees, and purchase goods and services for the plan of care through PPL.

[image: ddd]Timesheets and Payroll through Public Partnerships, LLC.
Timesheets can be completed through PPL in two ways either by PPL’s Web Portal or paper copy.  Both are explained in the next section and may require the assistance of the Support Broker.

Using the Web Portal Option
This is the best option for when the participant and employee are both comfortable using and have access to a computer and internet connection.  Both will have to initially register for an account on the Web Portal, and the Support Broker may have to assist in this process.  Once the accounts are set up, the employee will log in and create a timesheet.  The timesheet should be updated each time the employee works with the participant.  Once the pay period is over, the employee will hit “submit”.  The computer system then checks to see if there are any errors on the timesheet and prompts the employee to fix them if there are.  If there are no errors the timesheet is then listed as “submitted”.  Then the participant or his/her representative logs in, views the timesheet, verifies that the hours worked are correct, and then hits “approve” if everything is correct.  If the timesheet is not approved or there is a discrepancy the participant can hit “reject” and write a reason.  The employee would then need to login and fix the errors and resubmit for participant approval. The Support Broker should assist the participant in reviewing timesheets to ensure accuracy. The most important takeaway here is: A timesheet must be approved by the participant before it can be paid.

Once the participant hits “approve,” the timesheet is put into payroll and will be paid on the next check date. Both the employee and participant can track the timesheet’s status and see when it has been paid in real time. 

Using the Paper Option
This is the best option when the participant and employee are not both comfortable using or do not have access to a computer and internet connection. The employee would be responsible for filling out the timesheet over the course of the pay period.  The employee and the participant must sign and date it; the participant’s signature should not be dated after the last date worked.  This could open the door to fraud. 

Either the employee or participant faxes the timesheet into Public Partnerships, LLC. Once it is faxed to Public Partnerships, LLC, Public Partnerships, LLC will utilize their computerized system to “read” the timesheet.  A human views all the fields and confirms that the computer is correct.  If there are errors or questions, PPL will call the employee/participant to verify before Public Partnerships, LLC will pay the employee. 

*Note: If the employee is comfortable on the computer and has internet, but the participant is not, there is a modified method: The employee fills the timesheet out on the Web Portal, hits submit, and then prints out the timesheet and brings it to the participant to sign. The timesheet is then faxed to a special fax number, which checks for a signature and then automatically moves the timesheet to “approved” status. This method allows the participant to continue signing on paper, but allows the employee to use the Web Portal and track the status of paychecks.

Participant as Co-Employer (with an Agency with Choice)
If the participant chooses to become a co-employer, he/she first needs to select a certified Agency with Choice waiver provider from the Division’s provider list.  The chosen Agency with Choice provider serves on the participant’s plan of care as a waiver service provider.  The Agency with Choice provider is the common law employer for the purpose of ensuring that the necessary employer-related duties and tasks, including payroll are carried out, while the participant acts as the managing employer.

When a participant selects a potential employee, the potential employee must complete the Agency with Choice provider’s application, interview, and hiring process and the Agency with Choice has the final determination whether or not to hire the participant’s prospective employee.  If the prospective employee is hired, the Agency with Choice will work with the participant and Support Broker to complete required trainings and the background screening process.  While the Agency with Choice has the ultimate decision to retain that employee, the participant serves as the direct manager for that individual as the employee provides service to the participant.  The Agency with Choice provider determines the wages; the participant cannot negotiate the wage for the employee.

Timesheets and Payroll through an Agency with Choice

Each Agency with Choice will have their own method for documentation of time worked by an employee and pay schedules.  It will be important for the participant and/or legal representative, in addition to the Support Broker to find out how the Agency with Choice processes payroll and the responsibilities of each party.


Legal Issues
Participants are liable as household employers for the action of employees.  If a participant would like to formally insure against liability, this can be easily added to any homeowner or renter insurance policy.  The possibility is certainly something participants or families who are the employer of record should be aware of.  

Participants must comply with the Equal Pay Act (EPA), which for instance states that people of different genders cannot be paid different wages because of their gender difference.  All other Equal Employment Opportunity Commission regulations do not apply to household employers, who have fewer than 15 employees. Having Public Partnerships, LLC serve as the agent and establishing this type of system minimizes this situation from occurring.

If Public Partnerships, LLC fails to properly complete contract requirements such as certifying minimum training, and meeting background check requirements, then that is a violation of Public Partnerships, LLC’s contract with the Division, and Public Partnerships, LLC will be held liable, not the employer/participant.

In addition to the Division contracting with Public Partnerships, LLC, employers (self directing participants) will also have a relationship with Public Partnerships, LLC.  As part of the enrollment process, the employer will sign required IRS Forms.  By completing the IRS forms, the participant employer delegates the employer payroll and tax responsibility to Public Partnerships, LLC, (withholding taxes from his or her employee’s paychecks and depositing these with the IRS), and Public Partnerships, LLC becomes the employer’s payroll agent. 

By signing the required IRS forms, Public Partnerships, LLC becomes responsible for any mistakes in filing.

If an employee gives false information and this causes funds to be paid out falsely, then the employee is liable, not the employer/participant. This assumes that the employer/participant has no knowledge of misinformation or wrong-doing by the employee.

This program will not impact personal tax filing for individuals serving as employers. Since program funds go from the Division to Public Partnerships, LLC to the employees, employers do not recognize any income from this program.  As such, employers’ personal income tax filings will not be impacted by the self-direction program.  As the employer’s payroll agent, Public Partnerships, LLC handles all of the employment tax responsibilities.
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Support Broker Duties

[image: broker]Independent Support Brokerage is a service that assists the participant (or the participant’s legal representative, as appropriate) in arranging for, directing and managing self-directed services.  The Support Broker assists the participant and/or guardian in identifying immediate and long-term needs, developing options to meet those needs and accessing identified supports and services.  Support Brokers serve at the discretion of the participant and/or their legal representative.  

Responsibilities and Tasks
The Support Broker offers practical skills training to participants and their legal representatives to enable them to independently direct and manage waiver services. 

Examples of skills training include:
Providing information on recruiting and hiring direct care workers
Managing workers 
Providing information on effective communication and problem-solving.  
Teaching participants the responsibilities involved with directing their services. 

Other responsibilities include assisting the participant in:
Identifying immediate and long-term needs, preferences, goals and objectives of the participant for developing the individual plan of care.
Making decisions about the individual budget.
Developing options to meet the identified needs and access community services and supports specified in the individual plan of care.
Negotiating wages and written agreements with employees.
Assisting participants in the training of workers to select, hire, and train employees, as applicable
Developing and implementing risk management agreements and emergency back-up plans.
Assisting the participant in self-advocacy 
Assisting with employees and participants with grievances and complaints, whether within the team or to outside agencies.
Helping the participant in understanding person-centered planning and its application including:
The range and scope of individual choices and options.
The process for changing the individual plan of care and individual budget.
Recruitment and hiring of service workers.
Management of service workers, including effectively directing, communicating, and problem-solving.
Assisting the participant in the recognition and reporting of abuse, neglect, and exploitation 
Training all of the participant’s employees on the Division’s Notification of Incident Process 
Assisting the participant in training their employees on all required Division trainings.
Completing the Division’s required monthly documentation form for Support Brokerage for all participants you are providing services.
Reporting documentation of services provided, units used and a summary of concerns or progress to the case manager monthly

Support Brokers must review employee time sheets and monthly Financial Management Service (FMS) reports to ensure that the individualized budget is being spent in accordance with the approved Individual Plan and Budget, and coordinate follow-up on concerns with the participant’s case manager. 

Knowledge of Community Resources
A major part of your role as a Support Broker is to link the participant with their community.  Communities provide opportunities for jobs, friendships, recreation, education, and connectedness.  All too often, people with disabilities are isolated from their local communities. It is the job of the Support Broker to help create an integrated life for the people they serve.  All people need to feel that they have a meaningful role to play in society. 

Individuals with disabilities, like everyone else, must find what they need from their local communities. They seek food from grocery stores and restaurants. They need to access medical services. They need to identify places to have fun with friends and family. They need to access meaningful work and educational opportunities.  The Support Broker will assist their participants to be part of what is already present. With this perspective, new and dynamic opportunities can be created.

For many professionals working in the disability field, a keyword has been "Independence." Many plans of care are written with the primary goal of Independent Living. In reality, very few of us are truly independent from one another. The keyword that successful Support Brokers should now use is "Interdependence" This term more accurately describes how we all live. Teaching participants to have knowledge of and access community resources helps increase their interdependence.

Support Brokers should have a basic knowledge and understanding of:
Low-income housing programs, such as Section 8, public housing, HUD, etc.
Varieties of community activities, which can strengthen the participant’s social relationships, enhance their community membership, and increase self empowerment
Transportation options and how they are funded
Different agencies and what services they could provide to support participants, such as the Division of Vocational Rehabilitation (DVR), public health, local recreation centers, food banks, etc.


[image: img_money2.jpg]The Individualized Budget


Participants who are eligible for waiver services receive an annual allocation of funds to support their plan of care, known as the Individualized Budget Amount, or IBA.   In other words, the money for supports and services follows the participant and is based on their need for support. The dollar amount allotted to support a participant’s plan is established by the Division.  It is important that Support Brokers help participants to understand that the predetermined dollar amount is not negotiable.  Once a participant’s plan is approved within the Individualized Budgeted Amount, he/she can begin to use their funds to meet their specific needs. 

There are specific rules about how individual budget amounts are determined for each person eligible to receive waiver services in Wyoming, and requirements for managing the budgets.  Although we will not address the specific rules and requirements here, what is important to understand is that the Support Broker is responsible to help each participant and his or her Circle of Support use the Individualized Budget to support the individual's plan.  

Budget Management
Support Brokers have the responsibility to assist the participant in the oversight of his/her waiver budget use.  On a monthly basis, Support Brokers will spend time reviewing the unit usage of waiver services with the participant.  Compare this usage with the overall budgeted amount and where the usage should be at that month.  If there are discrepancies, assist the participant in figuring out the cause, and work with his/her to determine the follow up needed.  Follow up could include, for example, assisting the participant to discuss the discrepancy with the employee or making a decision to adjust the budgeted amount between two employees.  The discrepancy, reason, and follow up needs to be communicated to the Case Manager.


Recognizing Abuse, Neglect, and Exploitation
The Division provides to Support Brokers, It is Your Right to be Safe (Understanding Abuse, Neglect, and Exploitation), to share with Self-Directing participants.  This booklet should be reviewed at the beginning of the provision of Support Brokerage services. 



Recruiting Employees
The following are resources that the Support Broker may use to assist the participant in the recruitment and advertising for prospective employees.

Placing an ad in a newspaper 
The participant will need education and guidance about the costs, proper wording, and how to actually get the ad placed.  These are skills and specific information that the Support Broker will need to research for the geographic area for the particular search.

Flyers
The participant will need assistance with brainstorming locations for the flyers (grocery stores, churches, recreation centers, and employment offices).  The participant/legal representative may also need education about how to approach a business for permission to post information and assistance to actually complete this step, if he/she chooses to post flyers.

Workforce Services/Internet
The participant will need assistance in gaining access to local and state Workforce Service Centers both for placing flyers and for electronic postings.  



Employee Screening
Assist the participant in deciding what qualities and qualifications they specifically desire in an employee.  These areas should be highlighted in the recruitment efforts, and once applications are received, the Support Broker will assist the participant to prioritize applicants for interview.  Throughout this process, laws related to anti-discrimination must be kept in mind.



Employee Interviews
Depending upon the person’s existing skills, some training may be needed related to phone skills and etiquette in contacting applicants and setting up interviews.  Provide assistance with scheduling, such as whether to decide ahead of time on specific days and times for the interviews or to allow the interviewees to choose times.  Scheduling also includes securing a location and any other people (such as friends or family members) who may provide assistance.

Assist the participant with developing interview questions, keeping in mind laws related to anti-discrimination.  If the participant wishes to ask interview questions, role-playing an interview with him/her and providing guidance and feedback could be helpful.  Help the participant plan how they will end the interview to help them keep the interviews consistent from applicant to applicant.


Reference Checks

The participant will need guidance in deciding whether or not to require references, and if so, what will they include.  When assisting with the development of reference questions and guidelines (length of time known, former employers, family members), keep in mind laws related to anti-discrimination.

Employee Training
It is the responsibility of the Support Broker to assist the participant in ensuring that all employees hired by the participant receive training as required in Division rules.  The Division has developed the “Self-Directed Employee Training Guide” to assist Support Brokers and participants in ensuring that employees receive the proper training before providing services. Training topics include participant specific training, Medication Assistance, Incident Reporting, Recognizing Abuse, Neglect, and Exploitation, Confidentiality, Documentation Standards, Conflict Resolution, Universal Precautions, and others.

The Support Broker assists the participant’s employee(s) completing the required training documentation.  In addition, the Support Broker shall assist the participant in ensuring that each employee has received the required Division DVD trainings and other hands-on trainings, including CPR, First Aid, and certified restraint training, such as CPI or MANDT as applicable.

Employee Management

Assist the participant to determine the employee expectations, including such issues as dress, smoking, eating, cell phone use, and arrival and departure times.  The participant might want to put these expectations in writing, or they may choose to verbally communicate them to the employee and/or applicant.  




Employee Supervision

While the participant is receiving support and assistance from the people he/she employs, he/she also must supervise the employees, observing and providing feedback about the job the employees are doing.  A helpful tool for the Support Broker to use to help the participant understand the job of supervision is to provide the participant with role-play opportunities.  To help the participant consider ideas for future situations with employees, the Support Broker can help the participant remember past experiences about feeling dissatisfied with a service, whether from a waiver provider or a local business.  The Support Broker could also role play situations if that would be helpful to the participant. 

In the resource index, we have provided you with a booklet from Dale Carnegie about effective communication techniques. (www.dalecarnegie.com)

Conflict Resolution
Since conflict is inevitable in some circumstances of relating to others, it is very important that Support Brokers have a clear understanding of the role they play when conflicts arise.  The Support Broker should remain a neutral party as much as possible in order to assist the involved parties to find common ground and possible solutions.  The most important role is to facilitate conflict resolution through support and education.  

In order to facilitate a satisfactory resolution, the Support Broker needs to be able to define the conflict and ensure that those involved see the conflict the same way.  The Support Broker needs to ask:
Is there a related waiver rule?
Does the Plan of Care address the concern?
Do any of the involved parties have a policy that covers the concern?
Is it a health and safety issue?

If an outside resource, such as waiver rules, addresses the concern, educate those involved about the limitations imposed and how they can and should work within those limitations.  If the development of a policy, such as a policy on when and how employees can change their assigned work shift, the Support Broker can offer that suggestion as well as assistance with policy development and implementation.  Any health and safety issue must be addressed in the way that most assures immediate and ongoing health and safety of all involved.  All of the aforementioned ideas have the potential for the need for education for all team members working for the participant.  Such education will reduce the potential for a similar conflict in the future as well as to reiterate the information for the team members in conflict.

In self-determination, the core of a conflict may be about self-interest, opposition to a philosophy, concern about letting a participant or guardian having the power to make decisions, over-protectiveness, fear of change…

                    OR

A conflict can evolve from differences in people.  Others may have different agendas, experiences, opinions, fears, motivators, etc.

Whether or not the issue is related to a rule, policy, or health and safety issues, conflict may potentially continue if those involved have not had an opportunity to express their concerns individually.  The Support Broker can ask everyone to state the specific outcome each person desires, including if it is a corrective action, a simple change, or communication to address hurt feelings or other perceptions.  At any time that an outside entity could offer education, clarification, assistance, and/or support, (the participant’s Circle of Support, Division staff, DFS, or others), the Support Broker is encouraged to seek that assistance at the earliest time possible.  In the end, the Support broker must assist everyone involved to find the best solution that ensures health, safety and welfare, as well as ongoing service provision and progress for the person receiving waiver services.

In addition, conflicts may arise concerning the Support Broker and participant.  The Support Broker should educate the participant from the beginning of the service that such a conflict may occur, and provide the participant with tools to access assistance apart from the Support Broker.  This can include the participant taking the concern to a chosen or designated family member, a member of the Circle of Support, the participant’s case manager, or a Division staff person. The Support Broker’s ongoing assessment of the participant’s success with self-advocacy and self-direction must include reviewing with the participant the agreed upon plan to access other help at any time chosen by the participant.

Employee Termination 

Educate the participant about the possibility that they may not want to retain an employee.  They will need to know that the best practice is to ensure that any concerns have been well documented, and at the same time, Wyoming is an “at-will” employment state. This means the employer does not offer guaranteed employment. Either the Employer or the employee can terminate the employment relationship at any time, with or without cause, and with or without notice.

Employment Resource Knowledge
A major responsibility of the Support Broker is to assist the participant in ensuring they are following labor laws and are in compliance with these regulations.  This would include the hiring, firing, and recruitment of prospective employees.  

State employment laws identify minimum wage and pay day requirements, and regulate employment issues.  As a Support Broker you will need to understand Wyoming State Employment Laws and know where to find information if you have questions.  The following resources are provided to enable you to help participants make good decisions about employment responsibilities.   

Wyoming Department of Labor website: http://doe.wyo.gov
US Department of Labor website: http://www.dol.gov 
(The above website has current information about Federal Minimum Wage, Hiring, and at-will employment)
Local Workforce Center
Consultation from an accountant or attorney


“Opting out” of Support Broker Services

The Support Broker service is required for the first year that the participant self-directs services.  During that year, the participant is hopefully learning skills that will enable him/her to no longer the Support Broker Service. The opportunity to opt out of the service in the future should be reviewed with the participant throughout the year, and each interaction with the participant can hold opportunities for teaching related skills for self-directing independently.  

The Division requires the Support Brokerage service during the first year of self-directing services.  After the first year, the participant must meet certain criteria before the Division will allow continued self-direction without the Support Brokerage service.  This criteria includes demonstrated the ability to choose workers, coordinate the hiring of workers, and coordinate the delivery of services with the worker.  Coordination includes meeting the standards related to the processes of hiring, supervising, scheduling, reviewing timesheets, and firing, if applicable.

If the participant or legal representative decides they want to request to “opt out” of support brokerage, he/she shall make the request known to the Case Manager. The Case Manager will complete an assessment tool regarding the participant’s abilities of self-directing services and final approval will be determined by the Division. 
 (
Latoya D., Robin S., 
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Featured Artists
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FEATURED ARTWORK BY WYOMING ARTISTS
To kick off our self-direction campaign, the Division held an art contest with waiver participants in Summer 2009.  Several participants submitted artwork to illustrate the benefits of the new self-direction opportunities.  Their artwork is featured at the Developmental Disabilities Division and in th
e Self-Direction Handbook and this
 Support Broker Handbook. Thank you to everyone who participated!
~Chris Newman, Division Administrator
)
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