
CHAPTER 19: Staff Training 
ALTSA Residential Care Services, Standard Operating Procedures Manual 

Chapter 19-Staff Training 08.17.2023 V4.0 Page 1 of 15 

 

Overview 
Residential Care Services' (RCS) Training Unit (TU) provides training to RCS staff to enable them to 
perform their job effectively, efficiently, and with consistent quality across the state. TU staff are 
subject matter experts (SMEs) and are available to help RCS staff develop and maintain job-related 
skills and techniques. 
 
The TU unit is based out of RCS Headquarters (HQ) but also includes out stationed staff located in 
Regions 1, 2, and 3. The TU provides training opportunities throughout the year for RCS staff. This 
training delivers foundational knowledge intended to provide a baseline competency for staff across 
the state. This includes introductory program-specific trainings for staff, via a virtual platform. The unit 
also builds upon this foundation by providing/coordinating additional specialized trainings as well as 
Quality Assurance (QA) visits. The training format and platform is determined by the RCS TU. 
 
While the training provided by the TU is designed to enhance learning in the field, it is only one 
component of a larger training plan for RCS staff. Other resources may include: 
• Mentor  
• Field Manager (FM)/Supervisor 
• State Learning Center (LC) 
• Quality, Safety, and Education Portal (QSEP)  
• Center for Medicare and Medicaid Services (CMS)  
• Washington State partner agencies (Department of Health (DOH), Health Care Authority (HCA), 

Developmental Disabilities Administration (DDA), and others) 
• RCS Support Calls  
• RCS Systems Resources 
 
These procedures are not covered by DSHS Administrative Policies as they are specific to Residential 
Care Services. These procedures will be reviewed for accuracy and compliance at least every five years. 
 

Contacts 
• RCS Training Unit General Contact, RCSTrainingInquiry@dshs.wa.gov 
• RCS Policy Unit General Contact, RCSPolicy@dshs.wa.gov 
• RCS Quality Improvement Unit General Contact, ImproveRCS@dshs.wa.gov 

  

http://one.dshs.wa.lcl/Policies/Pages/default.aspx
mailto:RCSTrainingInquiry@dshs.wa.gov
mailto:RCSPolicy@dshs.wa.gov
mailto:ImproveRCS@dshs.wa.gov
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Part I: Staff Training 
A. Training Requirements, Roles, and Expectations 
Required Trainings for RCS Staff 

Background 
RCS training is required for all staff to establish a standard baseline of knowledge to ensure consistency 
across the state. Depending on position requirements, date of hire, and specific needs identified by the 
supervisor the trainings that are required may vary among staff. 
 

Procedure 
1. Instructor led trainings are offered throughout the calendar year. Any exemptions to the program 

specific training requirements listed in DSHS form 15-437 must be approved by the director. 
2. Additional trainings may be offered as needed. These trainings may be optional or mandatory as 

determined by leadership. 
3. The supervisor may also request staff retake a training. The supervisor will provide the TU pertinent 

details of areas needing focus in retraining. 
4. If the scheduled training cannot be completed due to circumstances beyond TU control, such as 

inclement weather or power outage, the training may be postponed or extended. All changes, 
including dates, timing, and method of training is at the TU supervisor’s discretion. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Back to top            Change Log  
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Participant Expectations 

Background 
The expectations outlined in this subsection are intended to create and encourage a positive training 
environment. 
 

Procedure 
1. Registration for all trainings is required. It is the responsibility of the supervisor to email a prepared 

Training Request Form to the TU email box RCSTrainingInquiry@dshs.wa.gov. Registration for re-
training follows the same process.  

2. RCS staff must attend required training based on their program setting.  
3. Training may be postponed if pre-requisite requirements listed on the DSHS 15-437 have not been 

met.  
4. All RCS staff are expected to be prepared for each training session they attend. This includes: 

a. Being at the training on time and ready to learn; 
b. Have related training materials accessible and ready to use; 
c. Being present and engaged with the trainers, curriculum, other presenters, and participants; 
d. No use of personal electronic devices during training; and 
e. Maintaining professional standards at all times. 

5. RCS staff must complete all required training in its entirety to receive completion credit.  
6. The use of a webcam is required unless otherwise specified. Trainings must be completed on state 

issued laptops and not on participants’ electronic devices. It is the responsibility of each RCS staff 
to ensure their state issued laptop and its connectivity allow for successful participation throughout 
the training. 

7. Participants who are unable to complete a scheduled training must notify their supervisor to be 
excused from the training, as well as inform the trainer(s). In the event staff does not complete a 
training in its entirety, TU staff will notify the supervisor and the supervisor will ensure the RCS 
staff is trained in the topic(s) missed. 

8. If a training is completed before the end of staff’s regularly scheduled hours, it is the responsibility 
of staff to communicate with their supervisor for further direction. The training day may include 
independent review/study. The trainer does not have the authorization to modify staff work hours. 

9. Breaks will be provided during training. A one-hour lunch break is scheduled for all trainings, 
however staff should plan on taking their regularly scheduled lunch break (e.g., one hour or 30 
minutes) during the allotted time. 

 
 
 
 
Back to top            Change Log  
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Responsibilities of TU Staff 

Background 
The primary responsibilities of each TU staff will vary depending on their assigned role. These 
responsibilities may include instruction, coaching, on-site visits, outreach, and overall staff support. 
 

Procedure 
1. New TU staff are required to complete all applicable program specific trainings listed in DSHS form 

15-437. 
2. New TU staff will familiarize themselves with on-site (field) regulatory processes and procedures. 

This may include shadowing regulatory staff as opportunities arise. 
3. After one cycle of training is completed, new TU staff may be involved with curriculum 

development and training support for the next cycle. A peer may be assigned to the new TU staff to 
offer support, though any TU staff may be asked to assist with the training process. 

4. The TU supervisor may request TU staff attend additional trainings for learning or QA purposes 
and/or to provide support for other TU staff as needed.  

5. Each program’s trainer(s) is responsible for curriculum development and updates as outlined in 
their job descriptions. 

6. The Administrative Assistant (AA) for the TU will update the roster for each training. 
7. The trainer(s) or AA will provide the roster participants with a calendar invite and related 

instructions/materials prior to the training. 
8. Upon completion of training, trainer(s) will provide the participant’s supervisor with a list of topics 

covered and the staff’s self-assessed areas.  
9. Trainer(s) will record and update all class-related training records in the designated location(s) 

following section 1.12 of the State Records Retention Schedule. 
 

QA Visits 
1. QA visits are conducted by TU staff to assess skills, provide feedback, and identify goals for further 

growth and development for new and experienced regulators. It is the responsibility of the staff’s 
supervisor to determine how the QA results are utilized in their field training process. 

2. TU staff will conduct a QA visit for new regulatory staff when the supervisor determines the staff 
has completed all mandatory pre-requisite trainings and is able to complete 
investigation/inspection/survey tasks independently.  

3. QA visits will be conducted every two (2) years for experienced regulators in both community and 
federal programs in each of their designated program roles. 

4. The supervisor may request an additional QA visit for coaching to address an identified need. The 
supervisor will provide the TU pertinent details of areas needing retraining. 

5. The timing of QA visits for all programs will be coordinated by the staffs’ supervisor and TU 
supervisor and/or TU staff.  

http://forms.dshs.wa.lcl/formDetails.aspx?ID=14488
http://forms.dshs.wa.lcl/formDetails.aspx?ID=14488
https://www2.sos.wa.gov/_assets/archives/recordsmanagement/state-government-general-records-retention-schedule-v.6.2-(august-2021).pdf
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6. Any exceptions to the timing of QA visits must be approved by the TU supervisor. 
7. After the QA visit is completed, TU staff will electronically submit a completed feedback tool (see 

Section C, Feedback Tools) to staff and staff’s supervisor.  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Back to top            Change Log 
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B. Mentor for RCS Staff  
Background 
Training for regulatory staff continues in the field with the assistance of a mentor. All new staff and 
staff requiring retraining must be assigned a mentor. This section will explain who is eligible to perform 
the role and responsibilities of a mentor for RCS staff. 
 
1. A mentor must: 

a. Have at least six (6) months of experience working independently in their respective program. 
Any exceptions to this guideline must be approved by the RCS director;  

b. Be given the time and resources to complete mentor tasks;  
c. Be allowed to mentor only one (1) regulatory staff at a time; 
d. For Nursing Home (NH) program, have also completed all the required state and federal 

program training and be Surveyor Minimum Qualifications Test (SMQT) certified; and 
e. For Intermediate Care Facilities for Individuals with Intellectual Disabilities (ICF/IID) program, 

have also completed the required federal training. 
 

Supervisor Responsibilities 
1. Assign new staff a mentor at the time of hire. 
2. Develop an individual training plan with the staff and mentor considering staff’s learning needs. 
3. Ensure the mentor has only one (1) staff at a time to maximize the mentoring process. 
4. Ensure the mentor is assigned a smaller case load of care areas, tasks, fewer inspections, and 

investigations. The smaller load assists the mentor to provide quality mentoring to the staff. 
5. Meet regularly, after each survey, investigation, or inspection with the staff and mentor to discuss 

progress and set goals using the appropriate feedback tool (see Section C, Feedback Tools). 
6. Retain an electronic copy of completed and signed feedback tool following sections 1.12 and 4.14 

of the State Records Retention Schedule.  
7. Contact the TU if there are questions or concerns regarding the staff’s training requirements. 
 
Mentor Responsibilities  
1. Utilize the RCS Staff Orientation Checklist (DSHS 15-437) along with the individualized training plan, 

program specific feedback tools and training guides. 
2. Collaborate regularly with staff and the supervisor to develop a training plan that can be utilized 

prior to each inspection, survey, or investigation.  
3. Meet regularly after each inspection, survey, or investigation with the staff and supervisor to 

discuss progress and set goals using the appropriate feedback tool. 
4. Allow staff to observe, then perform with supervision, until staff can demonstrate proficiency with 

each task. 
 

https://www2.sos.wa.gov/_assets/archives/recordsmanagement/state-government-general-records-retention-schedule-v.6.2-(august-2021).pdf
http://forms.dshs.wa.lcl/formDetails.aspx?ID=14488
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5. During each inspection, survey, or investigation, provide time for staff to discuss and develop an 
investigative plan. 

6. Encourage staff to ask questions and give the rationale and information source for decisions or 
answers to questions. Discuss other information sources and data gathering tools staff could use 
during the investigative process. 

7. Provide staff guidance while they learn and complete each step of the inspection, survey, or 
investigative process. 

8. Ensure staff has met proficiency in the specific process(es) before independently conducting 
investigations or inspections.  

9. Communicate concerns regarding staff’s progress with the supervisor in a timely manner. 
 

Staff Responsibilities 
1. Utilize the RCS Staff Orientation Checklist (DSHS 15-437) along with the individualized training plan, 

program specific feedback tools, and training guides.  
2. Meet regularly after each inspection, survey, or investigation with the mentor and supervisor to 

discuss progress and set goals using the appropriate feedback tool. 
3. Discuss proficiency comfort level with the mentor and supervisor prior to completing tasks 

independently. 
4. Alert the mentor and supervisor of any areas where further training would be beneficial. 
5. Assist the mentor in completion of the applicable feedback tool after each inspection, survey, or 

investigation. 
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C. Feedback Tools 
Background 
Feedback tools include the Skill Building Tool (SBT) and the In-Field Surveyor Skills Checklist which are 
used to track and document the progress of regulatory staff during inspections, investigations, and 
surveys. The feedback tools are also utilized by the TU when conducting QA visits. These tools help to 
identify strengths and areas for development for regulatory staff. 
 
1. All new regulatory staff, their mentor, and supervisor must complete their portion of the applicable 

feedback tool to document and track staff’s progress toward successful completion of required 
training and the ability to work independently. 
a. The feedback tools for each specific program will be used by the mentor and supervisor to track 

multiple regulatory visits and must be retained by the supervisor following sections 1.12 and 
4.14 of the State Records Retention Schedule.  

2. During a QA visit, TU staff will complete the program-specific feedback tools:  
a. In-Field Surveyor Skills Checklist (DSHS form 05-276). 

i. (NH).  
b. Skill Building Tool (SBT)  

i. Adult Family Homes (AFH); 
ii. Assisted Living Facilities (ALF); 

iii. Certified Community Residential Services and Supports (CCRSS); 
iv. Enhanced Services Facilities (ESF); and 
v.   ICF/IID. 

3. TU staff must complete their portion of the applicable feedback tool for all programs during the QA 
visit to assess skills, provide feedback, and identify training goals.  
a. TU staff will record and update related training records in the designated location(s) according 

to section 1.12 of the State Records Retention Schedule.  

 
Procedure 

Supervisor Responsibilities 
1. Follow staff’s program specific ‘Curriculum Timeline.’ 
2. Review the feedback tools with the mentor and staff. 
3. Ensure the required feedback tool for each program in which the staff conducts regulatory visit(s) 

are completed, signed and retained following sections 1.12 and 4.14 of the State Records Retention 
Schedule. 

 
 
Back to top            Change Log 

https://intra.altsa.dshs.wa.gov/rcs/EDPTemplates.htm
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Mentor Responsibilities 
1. Follow staff’s program specific ‘Curriculum Timeline.’ 
2. Review the applicable feedback tool with staff and supervisor.  
3. After each field experience complete the applicable feedback tool and provide feedback to staff and 

supervisor. 
 

Staff Responsibilities 
1. Follow your program specific ‘Curriculum Timeline.’ 
2. Use the applicable feedback tool for each program which you conduct a regulatory visit(s).  
3. Upload the applicable completed and signed feedback tool(s) to the State Learning Center (LC). 
 
TU Responsibilities 
1. Conduct initial QA visits with new staff after the supervisor determines staff meets independent 

proficiency and has completed all required trainings. 
2. QA visits will be completed for experienced regulators in both community and federal programs 

every two (2) years in each of their designated program roles. 
3. Utilize the applicable feedback tool when conducting QA visits with staff. 
4. Complete the applicable feedback tool within 10 working days of finishing the QA visit and 

electronically send the tool to the staff and the supervisor. 
5. If requested, discuss the feedback with supervisor and staff. 
6. TU staff is responsible for the retention of the completed QA form following section 1.12 of the 

State Records Retention Schedule. 
7. Exceptions to the QA process must be approved by the TU supervisor. 
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D. Nursing Home Staff Training 
Background 
To clarify and further define requirements that must be met for an individual to be approved as a 
permanent NH surveyor in RCS. 
 
This Standard Operating Procedure (SOP) includes the responsibilities of supervisors, mentors, 
surveyors, and the RCS TU during the NH surveyor training process. 

 
1. Within one (1) year of being hired, new NH surveyors must successfully complete the following:  

a. All required trainings/activities in the applicable orientation and training plan and Curriculum 
Timeline; and 

b. RCS Staff Orientation Checklist (DSHS 15-437).  
2. A mentor will be assigned to assist and evaluate the new surveyor’s progress.  
3. A new surveyor is on probation for six (6) months following their date of hire. The individual’s 

supervisor may extend probationary status for up to six (6) additional months to ensure completion 
of the training process.  

4. If the new surveyor does not complete all required training within one (1) year of hire, the staff 
may be terminated from the position unless, due to extenuating circumstances, an exception is 
made by the director. 

 

Procedure 

Supervisor Responsibilities 
1. Assign a mentor to the new surveyor. The supervisor should only assign one (1) surveyor at a time 

to the mentor. 
2. Develop and implement the new surveyor’s individualized training plan, including goals and 

objectives, to track the new surveyor’s progress. 
3. Schedule the new surveyor to participate in NH surveys to meet the federal requirements. 
4. Coordinate and communicate with the new surveyor, mentor, and TU staff to review progress 

and/or concerns as documented on the In-Field Surveyor Skills Checklist (DSHS 05-276) and/or the 
surveyor’s individualized training plan. 

5. Ensure the In-Field Surveyor Skills Checklist (DSHS 05-276) is completed and retain the document 
following sections 1.12 and 4.14 of the State Records Retention Schedule.  

6. Contact the TU to schedule a QA In-Field Visit, at a time determined by the supervisor and the 
applicable training plan. 

7. Ensure and attest all required training has been completed according to the surveyor’s applicable 
training plan.  

8. Complete the SMQT Request Form to schedule a testing date for staff to take the SMQT.  
 

http://forms.dshs.wa.lcl/formDetails.aspx?ID=14488
http://forms.dshs.wa.lcl/formDetails.aspx?ID=79811
http://forms.dshs.wa.lcl/formDetails.aspx?ID=79811
https://www2.sos.wa.gov/_assets/archives/recordsmanagement/state-government-general-records-retention-schedule-v.6.2-(august-2021).pdf
https://intra.altsa.dshs.wa.gov/rcs/documents/EDP/SMQT%20Request%20Form.pdf
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9. Attest that all required state and federal trainings have been completed and maintain the training 
records following sections 1.12 and 4.14 of the State Records Retention Schedule. 
 

Mentor Responsibilities 
1. Guide the new surveyor during the training process. 
2. Collaborate with the new surveyor and supervisor to develop a training plan prior to each 

survey/investigation considering the new surveyor’s learning needs. 
3. Provide guidance, support, feedback, and direction to the surveyor throughout the survey process. 
4. Complete the In-Field Surveyor Skills Checklist (DSHS 05-276) after each survey in collaboration 

with the new surveyor and supervisor. 
5. Meet with the new surveyor and supervisor to discuss progress and/or concerns related to the new 

surveyor’s goals and objectives, or performance as documented on the In-Field Surveyor Skills 
Checklist (DSHS 05-276) and/or individualized training plan.  

 
New Surveyor Responsibilities 
1. Complete the required trainings/tasks listed on DSHS 15-437. 
2. Complete the required trainings/tasks listed in the applicable Training Plan. 
3. Upload completed and signed training plan to the State LC. 
4. Upon approval by the new surveyor’s supervisor and TU supervisor, successfully pass the SMQT.  
 
TU Responsibilities 
1. Schedule and conduct all State NH trainings and QA In-Field Visits and/or Coaching visits. 
2. Provide timely feedback to the new surveyor’s supervisor regarding the new surveyor’s classroom 

progress. 
3. Provide feedback to the new surveyor and supervisor regarding the QA and/or Coaching visit using 

the In-Field Surveyor Skills Checklist (DSHS 05-276). 
4. Upon notification from the surveyor’s supervisor of staff meeting training requirements, TU will 

provide access to the SMQT. 
 

SMQT Certified Staff 
1. SMQT certified staff, to include NH complaint investigators and staff who have transferred to other 

positions within RCS must:   
a. Remain current with all mandatory state and federal trainings; and 
b. Participate in at least one (1) recertification survey annually to remain current in the survey 

process. Excluding Long-Term Care Quality Improvement Program Specialists, Case Mix 
Accuracy Review Nurses, and TU staff. 

Back to top            Change Log 
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Part II: Appendices 
A. Acronym List  

AA Administrative Assistant 
AFH Adult Family Homes 
ALF Assisted Living Facilities 
ALTSA Aging and Long-Term Support Administration 
CCRSS Certified Community Residential Services and Supports 
CMS Center for Medicare and Medicaid Services 
DDA Developmental Disabilities Administration/Administrator 
DOH Department of Health 
DSHS Department of Social and Health Services 
ESF Enhanced Services Facilities 
FM Field Manager 
HCA Health Care Authority 
HQ Headquarters 
ICF/IID Intermediate Care Facilities for Individuals with Intellectual Disabilities 
LC Learning Center 
MB Management Bulletin 
NH Nursing Homes 
QA Quality Assurance 
QSEP Quality, Safety, and Education Portal 
RCS Residential Care Services 
RCW Revised Code of Washington 
SBT Skill Building Tool 
SME Subject Matter Expert 
SMQT Surveyor Minimum Qualifications Test 
SOP Standard Operating Procedures 
TU Training Unit 
LC Learning Center 
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B. Resources and Forms 
1. Resources 

a. CMS Abbreviations and Acronyms 
b. DSHS Acronyms 

 
2. Forms 

a. RCS Staff Orientation Checklist (DSHS 15-437) 
b. Program Skill Building Tools 
c. In-Field Surveyor Skills Checklist (DSHS 05-276)  
d. Program Curriculum Timelines 
e. RCS TU Intranet Page 
f. State Records Retention Schedule 
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C. Change Log 

Eff. Date Chapter/ 
Section # 

Description of 
Change 

Reason for 
Change 

Communication 
and Training Plan 

08/17/2023 Full Chapter Updates to 
requirements, 
transition to new 
format 

Updated 
Expectations 

MB R23-069 

12/09/2020 • 19A 
Training 
Requirements, 
Roles, and 
Expectations 

• 19B 
Mentor for 
New RCS Staff 
Tools  

• 19C 
Skill Building 
Tools 

Updates to reflect 
current training 
platforms and 
requirements. 
 
Updates to 
terminology 

Clarify 
information, 
renamed sections 
19B & 19C 

MB R21-010 

06/07/2019 • 19A 
Training 
Requirements, 
Roles, and 
Expectations 

• 19C 
Progress 
(Feedback) 
Tools 

Clarify updates, 
including amending 
expectations for the 
SBT process 

Updated 
Expectations 

MB R19-042 

10/31/2018 • 19A 
Training 
Requirements, 
Roles, and 
Expectations 

 

Establishment of 
general staff training 
requirements, 
training unit roles and 
expectations, 
including new 
overview section. 

Establishment of 
new section 

MB R18-067 

04/2017 Full Chapter Establishment of 
chapter 

Establishment of 
chapter 
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