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FAMILY & MEMBER FREQUENTLY ASKED QUESTIONS
1. What are the differences in services provided by DDD?

Habilitation is the service designated to teach the member the goals that were discussed with your support coordinator and are outlined in the ISP. Respite is designed to give the main caretaker of the member a break from providing care. Attendant care is designed to assist with activities of daily living, such as cleaning, meal prep, bathing, groomin etc… Housekeeping is designed to clean the areas of the home that the member uses. 

2. When should I notify the office of an issue with my provider?

As the guardian or member, you directly oversee the care being done in your home and approve the hours of your assigned provider. If you have any questions or concerns in regards to the quality of work your provider is doing, call the office IMMEDIATELY. Do not wait until later or hope that the issue will correct itself. If your provider is late, is not prepared for work, brings another person/ child to work, is using their phone for NON work related reasons, or is doing anything that you are not comfortable with, please contact the office right away so that we can resolve the issue right away. Often times we see parents not reporting things because they are afraid to upset their provider or lose their provider. This lowers the expectations of your provider and that is not fair to your or the member they are being paid to serve. 
3. When do I need to log into the system to approve hours?

The deadline for payroll is Monday’s at noon for the previous week’s hours worked. If the hours are not submitted and guardian approved, the hours will not go into payroll until the following week after they are submitted and guardian approved. If you are having any issues logging in or approving hours, please contact the office right away. 
4. When should I notify the office of changes or issues with myself or the client?

Anytime there is a change to the schedule, services, health condition, hospitalization,  address, phone number, email. Please notify us as soon as possible if any of these things are going to change or have changed so that we may keep our records up to date. 

5. I have more than one child/ family member that needs help in my home, can my provider help my other family member or child?

The provider may only provide services for one member of DDD at a time. They cannot be responsible for any other children or family members. 

6. When I run out of Respite hours, can I pay my provider to work with my child/family member privately?
You may contract with our company to continue using your provider in a private(non- DDD) fashion at an hourly rate(call for prices), but you may not directly pay your provider for services privately. Your provider has signed a “do not compete” contract upon hire with our agency and there is a $10,000 seperation fee in order for the provider to work privately, or at another agency with any of our memebers. 
7. I need to cancel services, what should I do?

Inform the office as soon as possible. Please keep in mind that many of our providers depend on their hours to pay their bills, but if you must cancel services, please notify the office immediately. 

8. I need extra respite next week, what can I do?

Inform the office as early as possible. If you regular provider is available, that will be our first choice, if not, we will work as quickly as possible to find another provider for you. The more notice you can give us, the more likely we will be able to find someone. 

9. I asked my provider to do something, and it was not done, what can I do?
Call the office. We will look over the ISP. If the task you asked the provider to complete is listed in the ISP, we will talk to the provider and make sure they are clear on what their duties are. If the task is not in the ISP, we will refer you to your support coordinator to ask for a  re-assessment of services. 

10.  My provider asked to borrow gas money? Is it ok to lend them money?
No. There should never be any exchange of money between your provider and you, other than to cover something needed for the member. If your provider is driving with your family member/ child, you must first notify the office so that we make sure we have all of the correct insurance and registration information on file and we will work out the payment system with you on covering fuel fees and such. You should never directly hand your provider money without approval from the office. 
11. I have other questions that are not listed here. Who can I talk to?

You can speak to anyone working in the office. If it is after hours, you may still call the office line at 602-277-4142. If it is an urgent matter, we will get back to you right away, if it is not an urgent matter, we will get back to you the next business day. If you prefer email, you can email caregiversofaz@gmail.com and we will address it the next business day. If it is an urgent matter, please call the number above as we do not often check our emails after hours or on the weekends. 
