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MOUNTAIN OPPORTUNITY CENTER

VOCATIONAL 

CLIENT HANDBOOK

Program Administrator: Ellen Ledford
Phone #: 828-251-2824 ext: 161

Welcome to BlueWest Opportunities Vocational services.  The staff here hope that your employment and/or participation in our training programs will be a positive experience for you.  This handbook is provided to give you information about our programs and to enable you to gain the most benefit from your experience.  It is for information purposes only and does not constitute a contract, implied or otherwise.

MISSION

Our mission in delivery of day services is to provide developmental activities and work training to assist the consumer to work and live as independently as possible.  The activities provided through our program are designed to adhere to the principles of normalization and community integration and are aimed at increasing work skills and activities necessary for daily living in the community.

The purpose of our programs is to stress individualized schedules made up of community-based experiences with goals that are derived from Person Centered plans. All of activities and services reflect choices made by each person. All programs follow federal wage and hour compliance guidelines.

We have three priorities in serving our clients:  Health and safety, dignity and respect, and training, in that order.  Therefore all of our philosophies and goals revolve around these priorities.  We believe that each person deserves a clean, safe and healthy environment, and that people are able to perform to their greatest potential in such an environment.  We also understand that our clients should be afforded the rights of any US citizen to the extent of their ability, and that when given dignity and respect for their status as a human being, they will develop and fulfill their dreams.  Training is our third priority because all training decisions are made with respect for the person’s health, safety and dignity.  We operate under the assumption that each client is a consumer of our services and must be given the attention and services warranted by any person in the position of consumer.  Our primary goal for each client is that they work in the most normalized, least restrictive environment possible.

AFFIRMATIVE ACTION CLAUSE

All individuals, regardless of race, creed or national origin, regardless of physical and/or mental capacity, shall have the opportunity to achieve their maximum potential while participating in the programs offered by BlueWest Opportunities Vocational Services.  

ADMISSION CRITERIA

BlueWest Opportunities believes in equal opportunity for all individuals without regard to race, religion, color, sex, age, and national origin, physical or mental disability.  No person shall be prohibited from participating in the services offered by this facility for any of the above listed reasons.

All persons served must meet the following criteria:

1. Must be 18 years of age or older.

2. Must provide proper identification upon admission in accordance with regulations of the US Department of Justice, Immigration and Naturalization Services for Employment Eligibility Verification.

3. Must have current written evidence from appropriate specialist prior to admission documenting the specific disability for which services are required.

4. Must have a current written report of a medical examination.  This must specify any working conditions to be avoided, any physical limitations and any medical monitoring that will be required.  BlueWest Opportunities reserves the right to request more specific information if it is believed to be pertinent to a client’s participation in our program.

5. BlueWest Opportunities is required by State and Federal laws and regulations to ensure that all clients are free from communicable diseases or do not pose a direct threat to the health and safety of other clients or staff due to the presence of active communicable diseases.  As a means of ensuring these regulations and laws are followed, BlueWest Opportunities must be provided with results from a test for communicable diseases.

6. Must be able to arrange transportation to and from facility unless transportation is a part of the service you receive.  If you need assistance in arranging transportation, we will be happy to assist you.

7. Must voluntarily agree to participate in the program, to cooperate and to follow all work rules.

8. Must not exhibit excessively violent behavior or have been convicted of any violent or drug related crime.

9. Must receive services in the VAYA catchment areas. 

WORK HOURS

BlueWest Opportunities Vocational Services is open to participants Monday through Friday from 8:00am until 4:00pm.  Hours attended for each individual will be determined on an individual basis.

If you have a job in the community, your hours and days will be determined by the requirements of the job. Your Job Coach will be sure you are aware of these times.

LUNCH / BREAKS

There is a thirty minute lunch period unless otherwise specified.  You should bring your own lunch every day.  A refrigerator and a fully equipped kitchen are available for food storage and preparation. Breaks are provided as determined by each work group.

If you are employed in a community job, break times and lunch times will be determined by the employer.  Your Job Coach will assist you in learning their processes.

BAD WEATHER

If the weather conditions are dangerous, all staff/clients should watch TV Channel 13-WLOS for information concerning operating schedules. It will be listed as: Mountain Opportunity Center Madison or Mitchell depending on which center you attend.
If you are employed in a community job, you are expected to report to work as scheduled.  If you cannot make it in due to illness or weather, it is your responsibility to notify your employer.

TRANSPORTATION

The way you get to and from work is an important aspect of your job and participation.  BlueWest Opportunities Vocational Services will provide transportation for all Blue West Opportunities residential clients.  There shall be no fee charged for this transportation.

Other clients will not be provided transportation unless arranged in advance or if transportation is included as a requirement of the service you receive.  The fee for this service will be determined on an individual basis.

WAGES

It is the policy of BlueWest Opportunities that each client shall receive pay for work performed which benefits the employer.  This includes production work or services performed while in training status.  The amount you earn will be determined by your performance and productivity.

Clients are not expected or allowed to perform non-compensated work for BlueWest Opportunities. This in no way prevents clients from being required to clean and maintain their work stations, nor does it prevent clients from being engaged in training tasks that do not benefit BlueWest Opportunities.  BlueWest Opportunities follows all Federal wage and Hour laws and regulations.

You may be paid on a piece rate basis or on an hourly basis depending on the type of work you are assigned.  If you are paid piece rate, the more work you do, the more you will earn.  If you are paid hourly, you will be tested every 6 months to determine your current level of production.  You may request to be re-evaluated at any time.  

You will be paid bi-weekly.  Your check can be picked up at your primary assigned facility.  Date and times for these pick up should be arranged with the coordinator of the site.  

If you feel that there has been a mistake on your paycheck, please see your supervisor immediately.  

You will not get paid for the following: counseling, non-work related meetings, field trips, absences, education or other training classes.

If you are employed in a community job, your pay will be explained to you by your Job Coach.  The company for which you work will determine your pay days.

ATTENDANCE

It is very important that you come to work on time each day that you are scheduled.  If you find that you must be late or absent, you must call the Day Program no later than one hour before your scheduled arrival time.  If you fail to call in, you will have an unexcused absence.  If this becomes an ongoing problem, you may receive disciplinary action.

If you are employed in a community job, it is your responsibility to call your employer if you will be absent from work.  Your Job Coach will review the call in and the procedure for requesting days off with you.

HOLIDAYS

You will be provided a list of each scheduled day off.

SICK ON THE JOB

If you get sick or injured while you are working, tell your supervisor immediately.  It is important that you do not continue to work if you are sick or injured, both for your sake and the sake of others working with you.  

The following guidelines give specific examples of when you should not be present at the program if you are not feeling well:
· You should not attend the program if you have had diarrhea, vomiting or a temperature over 100degrees in the last 24 hours.
· If you get sick while in attendance at the program, the appropriate contact will be made to have someone pick you up as soon as possible.  You should not return to the program until you are better for 24 hours after being sent home due to illness.  You will be sent home for the following:

a.  fever over 100 degrees

b.  two instances of diarrhea not attributable to a known condition
c.  one occurrence of vomiting not attributable to a known condition
d.  cough that is persistent, difficult or prohibits normal activity

e.  unexplained rash or skin condition

f.  open sores

g.  green or yellow mucous from the nose, eyes or ears

· If you are sent home twice in one week for the same symptoms, a doctor’s note may be required before you can to return to the program.

SAFETY ON THE JOB

Prevention of accidents and working safely are top priority for everyone.  You are expected to be aware of safety issues at all times and to be careful as you do your work.  You must follow all safety procedures for any job which you perform.

All aisles and walkways must be kept clear at all times.  Do not block emergency exits.  

If you are unsure how to do a job safely, ask your supervisor.  Also, if you see a safety hazard, please report it to your supervisor at once.

If you are injured on the job, you are required to report the injury to your supervisor immediately.

FIRE / FIRE DRILLS

BlueWest Opportunities will conduct fire drills each month.  When an alarm sounds, you should stop work immediately and follow your supervisor’s instructions.  If a supervisor is not in the immediate area, go immediately to the nearest exit.  Do not attempt to get personal items.  Just leave the building as quickly as possible without running.  Your supervisor will instruct you as to the area you should go to outside.  Please remain there quietly until you are notified that you may return inside.  No one can re-enter the building until the all clear signal has been given.  

MEDICATION

Medications will be administered by a staff certified to administer medications.  You may self-administer your own medications only if there is a written authorization from a physician. Even if you self-administer your medications, they must be kept in a locked area.  Please notify your supervisor if you need a location to lock your medication.

WORK RULES AND REGULATIONS

You must show a willingness to work as well as accept any changes in job assignment.

You will be assigned a work supervisor.  You must follow their instructions.

You must remain in your assigned work station during work hours unless your supervisor has given you permission to be somewhere else.

You must clean your work station at the end of each day.  

No food or drinks are allowed in the work areas.

No smoking is allowed inside the building.  Smoking is permitted in the designated areas outside during your regular break times.

You must follow all safety regulations.  All required safety equipment must be used at all times.

You may not use company telephone, supplies, equipment or other company property unless you have been authorized to do so.

You are not allowed on company property unless you are scheduled to work or are attending to other legitimate business-related issues (picking up paycheck, meeting, etc.).  

Property destruction will not be tolerated.  You will be required to reimburse the company for any property which is intentionally damaged.

Do not bring alcohol, non-prescription drugs or illegal drugs onto company property.

Personal property should not be brought to work with you unless it is necessary for your work time.  A place will be assigned for you to keep your personal work items.

No weapons are allowed on company property.

Do not give or take food, drinks, money, medication, cigarettes, etc. from other clients.

No sleeping during work hours.

Employees are not to receive visitors except in emergencies or with prior approval.

You must come to work as scheduled.  Being on time is important.

Any act which endangers the safety or lives of others will not be tolerated.

These and all other company policies and procedures are expected to be followed at all times.

DRESS CODE

No ragged jeans, cut-offs, bikini, halter, tank, or other midriff tops or other exposing attire are allowed.

No open-toed shoes, sandals, flip flops or bare feet are allowed.

Shorts are allowed as long as they are no shorter than three inches above the knee.

Our basic dress rule is clean, comfortable, covered and casual.

SUSPENSION AND DISCIPLINARY PROCEDURE

Failure to follow safety regulations and work rules could lead to suspension or termination from this program.  In the event of inappropriate behaviors from a client, BlueWest Opportunities will follow certain procedures.

An inappropriate behavior will include any behavior that is disruptive to the client or other clients, to the production program, or to the acquisition of appropriate work skills and habits.  This may include excessive talking, interrupting other workers, severely aggressive behavior, refusal to work, coming to work late or other issues addressed in the rules and regulations.

Inappropriate behavior will be addressed as soon as possible following an incident.  Inappropriate behavior will be addressed by your supervisor (Day Program Coordinator, QP, Job Coach or Vocational Instructor, or the Vocational Program Administrator.
The following steps will be taken:

1. Verbal Warning - The unacceptable behavior will be reviewed with the client to be sure that the rules are understood.

2. Removal From the Work Area - If the problem continues or is of a severe nature, the client will be removed from the work area as to not interfere with the production of other workers.

3. Written Warning - This warning will again define the problem and the expected correction.  The client will have the opportunity to have their remarks documented in the record.

4. Temporary Suspension - If the situation continues or if the severity warrants such action, the client behavior will be reviewed by the Day Program Task Force.  The client will be suspended from the program temporarily.  The length of suspension will be based on the severity of the violation and previous documented disciplinary actions.

5. Indefinite Suspension - Indefinite suspension will be recommended to the Day Program Task Force after 5 serious behaviors within a period of 1 year.  This will be approved by the facility administrator.

6. Automatic Suspension and Termination - Behaviors which could result in this step of the disciplinary action process include, but are not limited to, violent outbursts which present a severe threat to the safety of others, possessing a weapon, severe destruction of company property and any other illegal activity.

BlueWest Opportunities reserves the right to initiate any approved emergency procedure in a behavioral outburst in order to protect the client, other clients and staff.  If such an intervention is employed, the program coordinator will be immediately notified, and the use of the procedure will be documented in the client record.  At any time that an emergency intervention is used, proper procedures will be followed in the implementation to assure the safety of the client. 

If you are employed in a community job, the rules that govern that work site will be used to determine disciplinary procedures.

PHYSICAL AND PSYCHOLOGICAL ABUSE STATEMENT

BlueWest Opportunities preserves the dignity and personal safety of all participants and treats each participant with respect.  Staff are prohibited from using any form of physical abuse or psychological abuse.

If you feel that you are the victim of such abuse, please notify your supervisor or a member of management immediately.

CLIENT GRIEVANCES

Client Grievances/ Complaints

BlueWest Opportunities is committed to handling and resolving client complaints in a confidential, fair and timely manner.

Types of Complaints

There are many factors that influence a client’s decision to make a complaint. There is also a range in the types of complaints that can be made. Examples of factors and types of complaints include:
Service delivery complaints

· dissatisfaction with service provision

· accuracy and timeliness of information

· communication breakdown

· cultural issues

· stress and fatigue
· incidents of conflict
· inappropriate behavior of staff and volunteers
· poor maintenance of facilities and equipment
· client abuse, harassment, discrimination and neglect
· breach in client confidentiality. 

Governance complaints:

· financial mismanagement

· fraud

· procedures followed not in accordance with the organization’s constitution or organisational policies.

Complaints of potentially criminal nature:

· If the complaint has criminal implications, such as fraud or abuse, then the Police should be notified immediately.

Methods of complaint

There are two ways clients may choose to make a complaint to the organization:

· verbal – face to face or by phone

· written – formal letter, e-mail, fax.
Anonymous complaints

Some clients may wish to remain anonymous in making their complaint. This should be respected, and the complaint investigated. 

Responding to complaints

All staff should aim to handle and resolve every complaint immediately, whenever possible, using the following process:

Verbal complaints

It is suggested that employees:

1. listen carefully and respond to the client in a polite and respectful manner

2. clarify your understanding of the complaint and ask the client how they would like the complaint resolved. Wherever possible, try to resolve the complaint at the time.

3. If the circumstances do not allow the complaint to be resolved immediately, direct the complaint to the Manager. 
4. If the Manager is unavailable, the complaint should be directed to the staff member with the most appropriate skills to handle the matter.

5. If the client wishes only to speak with the Director, arrange a meeting between the Director and the client at a time that is mutually convenient.

6. Advise the client that they may submit the complaint in writing and provide needed assistance. 

7. Follow the process for written complaints below.

8. Document the complaint or concern in the client record.
Written complaints

· All complaints of a serious nature, e.g. corruption, fraud, harassment, etc. should be submitted in writing and referred to the Director for investigation. If the complaint involves the Director or the client feels that the Director is not the appropriate person to handle the complaint, refer the matter to the Chief Operating Officer.

· Upon receiving a written complaint, the Director must provide a response within ten (10) working days.
· The response may include the following:

· confirmation that the complaint has been received and the    
    matter is being investigated
· an understanding of the complaint

· suggested actions for resolving the complaint

· complaint process, including the estimated timeframe for  

     resolution

· client satisfaction and right to appeal 

· contact name and number.

Appeals and seeking outside assistance
· If the complaint cannot be resolved internally, an option could be to seek support from the assigned MCO complaint division or from NC Disability Rights.  Contact information is included in the following section.

Disability Rights North Carolina
Disability Rights North Carolina (DRNC) is an independent and private non-profit organization that is part of a national protection and advocacy system mandated and funded by the federal government.  Their purpose is to protect the rights of persons with disabilities through legally based advocacy.  DRNC was designated by the Governor of North Carolina to be the protection and advocacy agency in North Carolina.

DRNC is available to help qualifying clients by:

                    a. explaining clients’ legal, civil and service rights;

                    b. investigating complaints about abuse, neglect and violation of 

                    rights;

                    c. providing training, publications and support for clients and 

                    their families and representatives;

                    d. reaching out to underserved ethnic and disability 

                    communities; and

                    e. providing legal advocacy in disability-related matters.

A BlueWest Opportunities client has the right to contact DRNC at:

                    

                    DRNC

                    2626 Glenwood Avenue, Suite 550

                    Raleigh, NC 27607

                    (919) 865-2195

                    (877) 235-4210

                    (888) 268-5535 (TTY)

RECORD ACCESS / CONFIDENTIALITY

Each client can see their case file if they wish, as long as the program director is present.

The information in your case record is confidential, but with your written consent, information from your file may be shared with others in special cases.  Your program manager will inform you of your rights in such cases.

SEXUAL HARASSMENT

BlueWest Opportunities will not allow any form of sexual harassment or any such conduct that has the purpose or effect of interfering with any individual’s work performance or creating an intimidating, hostile, or offensive work environment.  Such conduct, when experienced or observed, should be reported immediately to the Administrator.  An investigation will be conducted.  The privacy of all employees involved shall be respected to the greatest extent possible.

Any intentional sexual harassment is considered to be a major violation of company policy and will be dealt with accordingly.  It is the intent of Blue West Opportunities to provide a work environment free from any and all forms of sexual harassment.

We sincerely hope that you will take full advantage of the training and work programs offered by BlueWest Opportunities Vocational Services and that you will be able to improve your work and independent living skills.  Good luck!!
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