Interdisciplinary Hospice Onboarding & NHPCO
. . . o Leading Person-Centered Care
and Orientation Guide

Target Audience

Hospice and Palliative Interdisciplinary Teams

Purpose

To introduce new graduates, clinicians with less than one year of experience, and clinicians with limited experience in the
field to the fundamentals of providing hospice and palliative care. This document may be used during orientation,
competency evaluation, and ongoing performance improvement, as well as to guide the development of preceptors and

clinical ladder programs. Specific goals of this toolkit include:

I Provide onboarding guidance for new grads and those with less than one year of experience

I Improve compliance by providing guidance on frequently cited issues such as care planning, supervisory visits,
and documentation.

I Combat clinician burnout by addressing high-risk areas such as boundaries, scheduling, and patient triage.

This guide is intended to serve as a resource for organizations to reference as they develop their comprehensive onboarding
and orientation materials. This is not an all-inclusive document and does not contain state-specific requirements. The
document is intended to provide best-practice recommendations for content that should be covered during orientation and

onboarding and organizations should adapt the outline contents to meet their individual needs.

Overview

1 Introduction to hospice I Quality
» History of Hospice » Medicare Hospice Quality Reporting Program
» Medicare Hospice Benefit » Organizational QAPI program
» Patients with non-Medicare pay source » Complaint management

» NHPCO Quality Resources

I Patient Rights and Responsibilities

I Boundaries
I Infection Control

I Employee Safety and Workplace Violence

I Emergency Preparedness » OSHA: Healthcare Workplace Violence

» Organizational Emergency Plans

» Discipline/position-specific Emergency I Home and Facility-Based Care
Preparedness responsibilities :

» NHPCO Emergency Preparedness Resources

Interdisciplinary Team Function

I Compliance

» Organizational Code of Conduct i @1 IDT Structure and Function
» HIPAA Privacy and Security » Documentation requirements

» Ethics » Preparing for IDT meeting

» Abuse/Neglect Reportin
c . gc l,p ° I Quadlities of a High-Functioning Team Member
» Corporate Compliance
P P » NHPCO Interdisciplinary Team Competency
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http://nhpco.org
https://www.nhpco.org/hospice-care-overview/history-of-hospice/
https://www.nhpco.org/hospice-care-overview/medicare-hospice-benefit-info/
https://www.nhpco.org/regulatory-and-quality/regulatory/emergency-preparedness-2/
https://www.nhpco.org/regulatory-and-quality/regulatory/hipaa/
https://www.cms.gov/Medicare/Quality-Initiatives-Patient-Assessment-Instruments/Hospice-Quality-Reporting
https://www.nhpco.org/regulatory-and-quality/quality/hospice-quality-updates-resources/
https://www.osha.gov/healthcare/workplace-violence
https://www.nhpco.org/regulatory-and-quality/regulatory/3112-2/
https://www.nhpco.org/education/tools-and-resources/

I Discipline-specific content
» Scope of practice
» Required skills/competency checklists

» Review roles and responsibilities of other disciplines

Communication
I Patients

I  Families
> Family meetings
» Setting appropriate expectations
» Teaching and training

1 Facility staff

» Methods and schedule of communication
I Other members of the IDT

I Providers
» SBAR
» Information to have on hand when calling a provider
- diagnosis, PPS, medications, FAST, etc.

Working with Patients and Families

I Managing your Caseload
» Teaching Patients and Families
» Individualized Plans of Care
- Active listening
- Include caregivers in the conversation. Their needs
should also be included in the POC.
- Identifying goals of care
- Tying all patient visits to measurable goals
established in the Plan of Care (POC)
- Interventions should be connected to identified
POC problems
- Review sample chart audits to show examples of

compliant and noncompliant documentation

v

Pain and Symptom Management
- Including but not limited to: Agitation, oral
secretions, constipation, restlessness, dyspnea,
nausea/vomiting, anxiety
- EOL emergencies
« Advance preparation
+ Including but not limited to bleeding,
seizure activity

- Refer to organization’s own clinical protocol

» Supervisory Visits
- MLN Fact Sheet: Enhancing RN Supervision of
Hospice Aide Services
- NHPCO Hospice Aides and Homemakers

Clinical Assessments

v

- Organizational protocol
- Using LCD guidelines
- Documenting decline
- NHPCO Terminal lliness and Related Conditions
Resources
» Medications and DME
- Protocol for ordering

- Coverage determinations

- NHPCO Relatedness Determination Resources

» Certification and Recertification
- NHPCO Certification and Recertification
Resources

Scheduling Patient Visits

» Organizational policy/protocol

» Consider patient preferences and facility schedules
- Mealtimes
- Availability of caregivers/family members
- Visits by other disciplines

v

Pre-visit phone calls to confirm schedule and identify
supplies and resources needed

» Visit Frequencies

- Ensure visit frequency matches physician orders

- Scheduling in EMR

Consider geography to maximize efficiency

v

whenever possible
- Leave enough time between visits for

documentation and attending to personal needs

v

Develop plan for day and week, but prepare to be

flexible based on patient needs

v

Car supply stock
» Example visit start to finish

Documentation
» Organizational standards
» LCD Guidelines
» Care Planning
- NHPCO: IDG/IDT and Care Planning
- CMS: Creating an Effective Hospice Plan of Care

Levels of Care
» NHPCO Levels of Care Resources
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http://nhpco.org
https://www.cms.gov/files/document/mln7840862-enhancing-rn-supervision-hospice-aide-services.pdf
https://www.cms.gov/files/document/mln7840862-enhancing-rn-supervision-hospice-aide-services.pdf
https://www.nhpco.org/regulatory-and-quality/regulatory/3112-2/
https://www.nhpco.org/regulatory-and-quality/regulatory/determining-terminal-prognosis/
https://www.nhpco.org/regulatory-and-quality/regulatory/determining-terminal-prognosis/
https://www.nhpco.org/rg-new/rg-conditions-medications-drugs-and-services/
https://www.nhpco.org/regulatory-and-quality/regulatory/certification-recertification-2/
https://www.nhpco.org/regulatory-and-quality/regulatory/certification-recertification-2/
https://www.nhpco.org/regulatory-and-quality/regulatory/3112-2/
https://www.cms.gov/files/document/creating-effective-hospice-plan-care.pdf
https://www.nhpco.org/regulatory-and-quality/regulatory/levels-of-care/

I Patients in Facilities

» Coordinating care with facility staff

» Documentation requirements

» Education requirements — refer to COPs

» Roles and responsibilities of facility staff and
hospice staff
- Outlining responsibilities in the plan of care

» Supply, DME, and medication management
- Consider facility policies and procedures

» Communication with primary caregivers

» NHPCO Facility-Based Care Resources

I Patient and Family Safety
» Medication
- Responsible party
- Diversion
- Destruction/disposal
« Refer to facility policies and state laws
» Feeding
» DME
- Teaching caregivers
» Oxygen
- Smoking with oxygen in the home
- Emergency oxygen supply
» Environmental
- Fall prevention
» Safe Patient Handling
- Transfers
- Lift devices
- Care of a bedbound patient
» Suicidal Ideation
- Consider special populations, ex: veterans

I Advance Directives
» Understanding contents, following advance
directives
» Refer to state-specific laws

» Copies in the home/access to documents

I Healthcare decision makers
» State-specific hierarchies

» ldentifying appropriate decision-makers

I Live Discharges
» Discharge planning
» Regulatory implications/requirements
- Types of live discharges
- NHPCO Live Discharge Resources

» Planning for appropriate level of care

» Addressing continuing needs

» Communicating with appropriate parties, including
- Family
- Providers
- DME
- Insurance
- Pharmacy
- State regulatory bodies

Signs and Symptoms of End of Life

» Recognizing and treating symptoms

» Teaching families — methods of teaching

» NHPCO Management of Imminent Death in

Hospice Care

Deaths
» Organizational protocol and policies for responding
to deaths
» Communication with
- Providers
- Funeral home
- Insurance
- Pharmacy
» o Medical examiner/coroner cases
» o Unusual scenarios, including but not limited to:
- Family declines verification visit
- Family calls 911
- Request for delayed call to funeral home
» Body/organ donation
» State/local regulations regarding death verification/

pronouncement

Ethics and End of Life

» Ethics Committee/organizational protocol

» Patient autonomy/surrogate decision making

» Principles of ethics, including but not limited to:

- Beneficence/non-maleficence

- Veracity (prognosis vs "giving up hope")

- Justice

- NHPCO Standards of Practice: Ethical Behavior
and Consumer Rights

Withdrawing/withholding treatment

» Relevant state-specific laws

v

Special Populations
Include organizational protocol re: special populations

served, ex:

» Trauma-Informed Care

- NHPCO Trauma-Informed Care Resources

» Pediatrics
- NHPCO Pediatrics Resources

Interdisciplinary Hospice Onboarding and Orientation Guide

April 2023 | tel. 703.837.1500 | nhpco.org


http://nhpco.org
https://www.nhpco.org/rg-new/facility-based-care-snf-nf-and-alf/
https://www.nhpco.org/regulatory-and-quality/regulatory/discharges-revocations-transfers/
https://www.nhpco.org/regulatory-and-quality/quality/hospice-quality-updates-resources/
https://www.nhpco.org/regulatory-and-quality/quality/hospice-quality-updates-resources/
https://www.nhpco.org/regulatory-and-quality/quality/nhpco-hospice-standards-of-practice
https://www.nhpco.org/regulatory-and-quality/quality/nhpco-hospice-standards-of-practice
https://www.nhpco.org/education/tools-and-resources/trauma-informed-end-of-life-care/
https://www.nhpco.org/regulatory/pediatrics/

» Veterans
- NHPCO Veterans Resources
» Diagnosis-specific programs

Cultural Competency and Diversity,
Equity, and Inclusion

Interpretation services
» Organizational protocol

Religious considerations, especially with regard to

death procedures

» APA: Culturally Diverse Communities and Palliative
and End-of-Life Care

Intergenerational considerations
» SHRM: How to Manage Intergenerational Conflict in

the Workplace

NHPCO Diversity, Equity, and Inclusion Resources,

including:

» LGBTQ+ Resource Guide

» Latino Outreach Guide

» Chinese American Outreach Guide

» Black and African American Outreach Guide

» Access and Inclusion: Hospice and Nursing Homes

Collaborative Problem Solving

Accessing Internal Resources
» Utilizing the skills of the entire IDT
» What resources does the agency have available in

terms of policy, protocol, checklists, trainings, etc.

Accessing Community Resources

» Organizational protocol for addressing issues such as:

- Transportation

- Food insecurity

- Funeral services

- Podiatry

- Protective services

» Utilizing entire IDT for connecting to resources

Self-Care and Avoiding Burnout
» Signs and symptoms of burnout

- U.S. Surgeon General: Healthcare Worker Burnout

Tools and Resources
- CDC: Support for Public Health Workers and
Health Professionals

» Boundaries
» When to contact your supervisor
» |dentifying your own triggers
- NIOSH: Training and Resources for Health Workers
and Mental Health

Employee Retention
» NHPCO Recruitment and Retention Best Practices
Guide

Additional Resources

NHPCO Hospice Standards of Practice

NHPCO State-Specific Resources

& NHPCO

Leading Person-Centered Care
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http://nhpco.org
https://www.wehonorveterans.org/
https://www.apa.org/pi/aging/programs/eol/end-of-life-diversity.pdf
https://www.apa.org/pi/aging/programs/eol/end-of-life-diversity.pdf
https://www.shrm.org/resourcesandtools/hr-topics/employee-relations/pages/how-to-manage-intergenerational-conflict-in-the-workplace.aspx
https://www.shrm.org/resourcesandtools/hr-topics/employee-relations/pages/how-to-manage-intergenerational-conflict-in-the-workplace.aspx
https://www.nhpco.org/resources/access-and-inclusion/
https://www.hhs.gov/surgeongeneral/priorities/health-worker-burnout/index.html#explore
https://www.hhs.gov/surgeongeneral/priorities/health-worker-burnout/index.html#explore
https://www.cdc.gov/mentalhealth/stress-coping/healthcare-workers-first-responders/index.html
https://www.cdc.gov/mentalhealth/stress-coping/healthcare-workers-first-responders/index.html
https://www.cdc.gov/niosh/topics/healthcare/workstress-resources.html
https://www.cdc.gov/niosh/topics/healthcare/workstress-resources.html
https://www.nhpco.org/regulatory-and-quality/quality/hospice-quality-updates-resources/
https://www.nhpco.org/regulatory-and-quality/quality/hospice-quality-updates-resources/
https://www.nhpco.org/regulatory-and-quality/quality/nhpco-hospice-standards-of-practice/
https://www.nhpco.org/regulatory-and-quality/regulatory/state-specific-resources/



