COA Training and Supervision Standards

Information on Standards that Allow Staff to Demonstrate Competence

Interpretation: Unless otherwise indicated the term “personnel” covers both full-time & part-time employees (paid personnel) as
well as volunteers throughout the organization. The use of these terms is governed by the following guidelines:

O “direct service personnel” are personnel who work directly with clients, as well as the administrators or
supervisors of direct services;

O direct service, clerical, professional, or management volunteers are considered to be part of an
organization's personnel and will be included in the accreditation self-study;

O ifthe organization does not use volunteers in its management, direct service, or any other ongoing activity,
standards that only refer to volunteers do not apply to the organization; and

[J COA will not consider occasional or casual volunteers in its evaluation of an organization's compliance. For
example, a volunteer who is present a few times to assist in addressing mail campaign envelopes has no
ongoing role. In contrast, a volunteer custodian, cook, or secretary who works on a regularly scheduled
basis has an ongoing role and will be considered in evaluating an organization's human resource practices.

TS 2: TRAINING CONTENT

Personnel throughout the agency are trained to fulfill their job responsibilities

TS 2.01
New personnel are oriented within the first three (3) months of hire to:

a. the organization's mission, philosophy, goals, and services;

b. the cultural and socioeconomic characteristics of the service population;
c. the organization's place within its community;
d. the organization's personnel manual; and
e. lines of accountability and authority within the organization
TS 2.02

All personnel who have regular contact [meaning case management contact] with clients receive training on
legal issues, including:

a. mandatory reporting and the identification of clinical indicators of suspected abuse and neglect,
as applicable;

b. federal and state laws requiring disclosure of confidential information for law enforcement
purposes, including compliance with a court order, warrant, or subpoena,;

c. duty to warn, pursuant to relevant professional standards and as required by law;

d. the agency's policies and procedures on confidentiality and disclosure of service recipient
information, and penalties for violation of these policies and procedures;

e. thelegal rights of service recipients; and
f. requirements associated with consent decrees, if any

Interpretation: Personnel should be familiar with federal, state, and local laws and know how to identify, document,
and report cases of suspected abuse and neglect.

Research Note: Every state has a mandatory reporting process for suspected child abuse and neglect. Details about
the mandatory reporting laws in each state can be found on the Child Welfare Information Gateway website, formally
known as the National Clearinghouse on Child Abuse and Neglect.



TS 2.03
All “new” personnel receive training on:

1) proper documentation techniques and;
2) the maintenance and security of case records;

Note: “Previously trained” personnel demonstrate competence in, or receive training on, as applicable.

TS 2.04
Direct service personnel demonstrate competence in, or receive training on, as applicable:

a. the establishment of rapport and responsive behaviors with service recipients;

b. the needs of individuals and families in crisis including special service needs of victims of
violence, abuse, or neglect and their family members;

c. basic health and medical needs of the service population;

d. procedures for working with foreign language speakers and persons with communication
impairments; and

e. public assistance and government subsidies.

Interpretation: Regarding element b, staff members understand their responsibility to assess the need for protective
services and make recommendations or referrals, as appropriate to the services provided.

TS 2.05

Training for direct service personnel addresses differences within the organization’s service population,
including:

a. interventions that address cultural and socioeconomic factors in service delivery;
b. therole cultural identity plays in motivating human behavior; and
c. understanding bias or discrimination

TS 2.06
Personnel demonstrate competence in, or receive training on, the needs of “special populations” within the
defined service population, such as the need for normalizing experiences and social inclusion.

Interpretation: “Special populations” include, but are not limited to, those who are abused and neglected, those with a
developmental disability, and those with mental health and substance use disorders. Depending on the services provided
and the population served, the organization’s training may vary from different treatment approaches, to procedures for
referring individuals to other providers when those needs cannot be addressed by the organization.

For example, staff at an agency may encounter individuals with substance abuse or mental health disorders. In such
situations, staff should be aware of the agency’s protocols and how to refer those individuals to appropriate services.

TS 2.07
Direct service personnel demonstrate competence in, or receive training on, advocacy, including how to:

a. access financial and other community resources;
b. identify the impact of the socioeconomic environment on the service population; and
c. empower service recipients and their families to advocate on their own behalf



