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& philosophy
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Our philosophy of care
Welcome to Vancouver Coastal Health (VCH)
home support services. Our philosophy is
that home is best, as most people wish to
remain in their own home for as long as
possible. We are committed to quality of life
by supporting independence, health, and
wellness through the delivery of person
and family-centered care. This handbook
was created for you and your family or
caregiver(s) to provide information about
home support services.

Our vision
Healthy lives in healthy communities

Our values
Values that are at the heart of everything
we do as an organization:
• We care for everyone
• We are always learning
• We strive for better results

We recognize that our places of work and the
VCH facilities lie on the traditional homelands
of the fourteen First Nation Communities of the
Heiltsuk, Kitasoo-Xai’xais, Lil’wat, Musqueam,
N’Quatqua, Nuxalk, Samahquam, Sechelt,
Skatin, Squamish, Tla’amin, Tsleil-Waututh,
Wuikinuxv, and Xa’xtsa.
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Our
services
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Home support
Home support is care at home to
help you remain independent and
enhance quality of life. Our services
supplement how you care for yourself,
in addition to supports provided by
your family, friends, community, or
other available services.

Our services
Home support is for clients who require
assistance with daily living activities such as:
• Bathing, dressing, and toileting
• Helping you move around or get in
and out of bed safely
• Heating and serving meals

Home support services can be provided on
a short-term basis, such as after a discharge
from the hospital or as part of end-of-life
care, or over a longer period, such as several
months or years.

• Providing a break for your caregiver
• Helping you take your medication

The goals of home support are determined
with you. Some examples include:
• To support you to live at home
• To support you while you recover
from a recent change in health or
hospitalization
• To provide temporary support while
you wait to move into long-term care
or hospice
• To support you as your health changes,
including end-of-life care
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Frequently
asked
questions

Why am I receiving home
support?
You have a health condition(s) impacting your
ability to do daily living activities and you have
met with a VCH clinician who determined you
are eligible to receive services. The clinician
completed an assessment and you consented
to receive services.

Do I have to pay for home
support?
Although the government subsidizes home
support, you may need to pay for some of
the cost. This is calculated based on your
income and is guided by Ministry of Health
policy. Your situation can be reviewed if the
cost of service results in severe financial
hardship. For information on how the cost is
calculated, visit gov.bc.ca (search ‘home
support’).
If your health condition is due to an illness
or injury for which a third party (e.g., ICBC,
WorkSafe BC) is responsible, you will need to
contact that third party about services offered.
For more information, contact your home
health clinician.
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Are there limits to what home
support services can be provided?
Yes, examples of services that home
support does not provide include:
• Extensive cleaning and cooking
• Banking, handling your money, and
financial transactions
• Errands, personal shopping, and
driving to appointments
• Yard work, home maintenance
• Companionship, child care, and pet care
• Services that involve heavy lifting or
climbing
Alternative ways to find additional support:
• Reach out to family, friends, or
neighbours
• If you have the resources, you may
consider hiring someone to do cleaning,
yard work, and/or other jobs
• Look for community organizations that
help with grocery/meal delivery and
cleaning
• Seek funding from other government
programs (e.g., Veteran’s Affairs Canada)
• Search for resources on healthlinkbc.ca
which provides listings for health services
across the province. For help searching
the directory, call 811 any time of the day,
any day of the week to speak with a
health service navigator.
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Your VCH
care team

Hospital team
Your hospital team may include a transition
services team member, social worker, or
nurse.
If you are in hospital, the team works with
you and your family or caregiver(s) to create
or adjust your home support care plan.
Once you return home, a home health
clinician reviews and updates your care
plan as your care needs change.

Medical clinic team
Your medical clinic team may include
your family doctor or nurse practitioner.
Other clinic team members may include a
registered nurse, mental health clinician,
or social worker. This team works together
to support and coordinate your care.

Home health team
Your home health team plans your services
and may be any of the following: case
manager, physiotherapist, occupational
therapist, and/or registered nurse.
If you are at home, a home health clinician
assesses your care needs and works with
you and your family or caregiver(s) to create
your home support care plan.
Home health clinicians are responsible for
overseeing your home support care plan
tasks and hours. Contact your home health
clinician if you need any changes to your
care plan.
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Care team roles may vary depending
on where you live.

Hospital team

Medical clinic team

Home support team

Home health team

Home support team
Your home support team delivers your personal support services. The team includes the following
and works in partnership with the other teams.
Community health worker (CHW)

Scheduler

Comes to your home to provide the services
in your care plan.

Confirms your home support schedule with you,
based on your home health clinician’s request.

Our CHWs:

Licensed practical nurse supervisor
(LPN supervisor)

• Have completed a recognized health care
program;
• Have passed a criminal record check;

Comes to your home for the intake visit, supports
CHWs, and helps with resolving issues.

• Are supervised by nurses;

Registered nurse (RN)

• Are registered and in good standing with the
BC Care Aide & Community Health Worker
Registry; and

Supports and educates CHWs and LPNs.

• Receive additional training to perform specific
professional tasks instructed by members
of the home health team (e.g., occupational
therapists, physiotherapists, and registered
nurses).

Leadership team
Works behind the scenes to support the team.
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Making
home support
a success

Service design and care planning
We want to provide home support that meets
your needs and is delivered by a team of
CHWs who know and understand your care.
We use technology to support your care.
CHWs use a secure program on their work
phone to access your information and care
plan, and to communicate with their team.
CHWs will need access to your home. If you
are unable to open the door or let the CHW
into your building, we recommend having a
lockbox or asking a neighbour or friend to
provide access.
VCH clinicians will meet with you to create
your home support care plan. Your care plan
guides the tasks performed by the CHW
during a visit.
CHWs are not allowed to make changes to
your care plan and cannot help with tasks
that are not already in your care plan. If you
require additional help, please contact your
home health clinician.

Assignment of CHWs
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Our goal is to have care provided to you
by the least number of CHWs to maximize
consistency. However, there are factors that
may affect how CHWs are assigned (e.g., sick
calls, vacation). Please be aware that you will
likely have a number of different CHWs
assisting you with your care.

Changes to service and
cancellation of service
Your home health clinician is responsible for
managing and making changes to your home
support care plan. If you require any changes
to the tasks and/or hours of your home support
service plan, please contact your home health
clinician.

Service schedule
Home support visit times are estimated on
when your CHW will be arriving at your home.
We may have to occasionally adjust your visit
time to ensure all clients receive the care
needed.
Once your care is complete, the CHW needs
to travel to their next client. If you feel that you
need more support or there is not enough time
to complete the required tasks, contact your
home health clinician so they can review your
care plan.

If you are unable to be at home for your sche
duled service, please let the home support
team know at least 24 hours in advance to
cancel or reschedule. If you are not home or
cancel with less than 24 hours’ notice, it will
impact other clients and you may be charged
a cancellation fee.
If a CHW arrives at your home and you are not
there, the CHW will notify the team who will
attempt to contact you and your emergency
contacts to make sure you are safe.

Home support scheduling uses the concept of
“windows of time”, which are used to allow for
flexibility.
Possible windows of time include:
Morning

7:00 a.m. – 11:00 a.m.

Lunchtime

11:00 a.m. – 1:00 p.m.

Afternoon

1:00 p.m. – 5:00 p.m.

Dinnertime

5:00 p.m. – 7:00 p.m.

Evening

7:00 p.m. – 11:00 p.m

Home support often receives requests for the
morning window of time. However, not all of
these requests can be met, as visit priority is
for the most vulnerable clients with complex
clinical needs.

In case of emergency
In the event of a community-wide emergency
(e.g., weather, staffing shortages, pandemic,
natural disaster) resulting in services being
affected, client visits will be prioritized based
on urgency and need. Under such circumst
ances your service may be affected, but we
will do our best to provide care.
It is important to have a personal emergency
back-up plan. Your back-up plan will help
you continue to be safe at home in the event
of an emergency. An example is having a
neighbour, friend, or family member available
so they can support you when your care is
unexpectedly interrupted.
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Mutual respect
& safety

Partners in care
Quality care is best achieved when you and
your family and/or friends become partners
in your care with the health team, working
together in mutual respect.

As a person receiving care,
you can expect:
• To be treated with dignity and respect,
without discrimination of any kind; to
receive care that is courteous and
considerate.
• To receive timely and competent care
from qualified staff.
• To be introduced to us, your care team,
and to be informed of what we are going
to do and why we are doing it.
• To receive the necessary information to
participate in the planning of your care, to
ask questions and receive clear answers.
• To have the right to change your mind if
you have already said “yes” or “no” to a
service or care plan.
• To have the right to refuse to participate
in research and not being involved in
teaching beyond what is required for
your care.
• To have us maintain your privacy and
confidentiality of your medical information.
• To have someone you know support
you whenever possible; to access an
interpreter if available.
• To be offered services that are accessible
and appropriate.
• To have the right to file a complaint and
receive a timely response, without fear
that it will affect your care.
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As a partner in your care, we expect
you and your representatives:
• To treat others with dignity and respect,
without discrimination of any kind; to be
courteous and considerate of your care
team and others.
• To inform us of anything that could affect
your present condition.
• To work with us to develop and decide on
a plan of care that meets your needs.
• To follow your plan of care to the best of
your ability, and to accept responsibility
for the decisions you make about your care.

We commit to including the
following as part of your service:

Communication
Our team will practice good communication,
maintain professional boundaries, keep your
information private and confidential, respect
your dignity, help resolve issues, and direct
compliments and complaints to the right place.

• To act in a safe and responsible manner.
• To be considerate and respectful of the
privacy, diversity, property, and other rights
of staff.
• To understand our role in health care
teaching and research. As such, students
or interns may be involved in your care.
• To respect Vancouver Coastal Health
policies.

Infection prevention and safety maintenance
Our team will practice proper hand washing,
use of personal protective equipment, and safe
food handling.
Our team will put away items used and wipe
up spills to reduce hazards in the home.
We will notify a supervisor if there is an injury
needing medical follow-up, a significant change
in your health and well-being, a new safety
concern or equipment issue/need, or if there
is suspected or witnessed abuse, neglect,
and/or self-neglect.
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Professional boundaries and
conduct
We recognize that our staff work closely with
you and you may develop a strong bond.
All staff are expected to have good working
relationships and maintain professional boundaries with clients. Please note our staff must
wear their VCH identification while at work
and are not allowed to:
• Accept gifts, including money, meals, or
offers of a private job. However, positive
feedback is greatly appreciated in the
form of phone calls or cards.
• Borrow anything from you or lend anything
to you.
• Sell anything to you or buy anything
from you.
• Discuss other clients.
• Have personal visitors while in your home.
• Give you their personal contact information
(including connecting on social media).
• Drive you in their vehicle or be a driver/
passenger in your vehicle.
• Get involved in your personal or legal
affairs or talk to you about their personal
affairs or issues.

Quality and safety
We have a process to support quality improvement. Any safety incidents involving clients or
staff must be reported and documented to help
with follow up, prevention, and improvements.
For information on who to contact for what, please
see the insert at the end of this handbook.

14

Your home is our workplace and our workplace is your home
We are required to comply with WorkSafe BC regulations. This means we must follow certain
guidelines to ensure home support services are provided safely and respectfully.
We will review the following safety guidelines with you:
Home environment: in order to keep everyone
safe, please make sure there is good lighting at
the entrance and inside your home; sidewalks
are free of snow and/or ice, and that walkways
in the home are clear and hazard-free.

Needles: dispose of used needles in a
puncture-resistant container.

Footwear: while in your home, staff must wear
their own approved footwear to prevent injury.

Violence, discrimination & harassment:
not only is it against the law to treat someone
unfairly because of their race, national or ethnic
origin, religion, age, disability, sex, gender
identity or expression, and sexual orientation,
it is also against VCH values. Any behaviour that
is violent, discriminatory, and/or harassing will
be addressed immediately and may involve a
disruption in service.

Infection prevention & hygiene: CHWs need to
wash their hands to help with infection prevention, and as such need access to your bathroom
as required.
Equipment & supplies: make sure you have
equipment needed for CHWs to provide care.
If equipment is needed for your care (e.g., lift,
hospital bed), please ensure that it’s in good
working order and is safe. Please ensure you
have supplies for CHWs to complete tasks in
your care plan (e.g., disposable underwear,
hygiene supplies).

Family & visitors: let your CHW know if there
is anyone else in your home.

Weapons: before your service starts, let the team
know if you have guns or other weapons in your
home. Make sure all weapons are stored away
safely.

Smoking & vaping: please do not smoke/vape
during the visit, as well as for at least one hour
beforehand. Please avoid using alcohol and/
or non-prescription drugs while care is being
provided.

Right to refuse visit & right to refuse care:
if a CHW feels that the home and/or tasks are
unsafe, they have the right to decline to provide
care. You also have the right to refuse care from
a CHW. If this happens, we will work with you to
find a solution so that your services can continue
as soon as possible.

Pets: please keep pets away from where care is
being provided (preferably in a different room).

We care about you: please let us know about
any changes to your health and/or care needs.
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Compliments
& concerns

We appreciate hearing from you
We are committed to supporting your indep
endence, health, and wellness through the
delivery of VCH home support services.
Your feedback is highly valued. If you have
questions or concerns about your care, staff
boundaries or conduct, please talk about it
with the person who cared for you or that
person’s supervisor or manager. It is best
to talk about your concerns at the time and
place they happen.
For information on who to contact for what,
home support office phone number, hours
of operation, and billing information, please
see the insert at the end of this handbook.

If you are not satisfied with how your concerns
were handled, you can talk to the Patient Care
Quality Office (PCQO).
• Phone: Toll-free 1 (877) 993-9199
• Email: pcqo@vch.ca

For more information on VCH programs and
services, please visit vch.ca/homesupport.
For current information on VCH policies,
please visit shop.healthcarebc.ca.
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