
PERSONAL CARE ATTENDANT – Frequently Asked Questions 
 
How many hours of service will I get? 
 
Springwell will help MassHealth decide whether you qualify for PCA services, and how many hours of 
service you need. A Springwell RN and Occupational Therapist will conduct an evaluation, which will 
describe your personal care needs in detail, and recommend how many hours of PCA services you need 
each week. After approval by your physician or nurse practitioner, this evaluation is sent to MassHealth, 
which makes the final decision about whether you are eligible and how many hours of PCA services will 
be approved for you. PCA services are usually approved for one year at a time.  
 
I receive other services in my home. Can I still use PCA services? 
 
PCA services can be used in combination with some other services, such as Visiting Nurse, Occupational 
or Physical Therapy, some Home Health Care services, hospice and SCO. When Springwell does your 
PCA evaluation they will take these other services into consideration. 
Some other services may not be used together with PCA including: Adult Family/Foster Care (AFC) 
Program, Group Adult Foster Care (GAFC), and Homemaker services funded through the Mass. 
Rehabilitation Commission. 
It is important that you inform your Skills Trainer of any other services in your home, so they can help 
you determine how these will coordinate with PCA services.  
 
I live with my family. How will this affect my PCA services? 
 
Our evaluation, and eventually your approval, will take into consideration your disability and your living 
situation, as well as your daily routine. If you live with family members they will be expected to assist 
with most household chores including routine laundry, housekeeping, shopping and meal preparation.  
 
My disability is progressing, how can I get more help? 
 
The PCA program should reflect your current needs, so you should contact your Springwell Skills Trainer 
if your personal care needs change at any time after approval for the PCA Program. A change in your 
personal care needs might be due to your disability, or may be due to some other event, such as 
graduating from school, or moving into your own home.  
 
Who hires the PCA? 
 
If MassHealth approves PCA services for you, you must recruit, hire, fire, train and schedule your own 
PCAs. Springwell can help you by:  
 

 Offering skills training to help you learn how to do these tasks 
 Assessing whether you need a surrogate to help you with some or all of these tasks  
 Sharing names and contact info of potential PCA workers who are in our Independent Home 

Helper database. These workers are not Springwell employees, therefore you would still need to 
screen them before hiring.  

 Our Fiscal Intermediary can do payroll processing and tax filing on your behalf, but you, the 
consumer, are still the employer of your PCAs.  

 



 
What is a Surrogate? 
 
If you cannot independently manage your PCA program, you may have the help of a surrogate. The 
surrogate is often a family member but may be any other person you choose who has the ability to 
manage the program. A surrogate can assist you with managing any part of the PCA program with 
which you have difficulty, but a surrogate does not necessarily run your PCA program for you. When you 
apply for PCA services your Skills Trainer will determine whether you are able to manage the program 
independently, what skills training you will need to learn how to manage the PCA program, and 
whether you will need any help from a surrogate.  
 
If you do need help managing your PCA program, you, your Skills Trainer and your Surrogate will work 
together to develop a Service Agreement that describes the responsibilities of the Surrogate, and which 
elements of the program you will handle.  
 
Our goal is to teach you to manage the PCA program as independently as possible. Your Service 
Agreement will be reviewed periodically, and can change over time as your skills and abilities change.  
 
Who can I hire as a PCA? 
 
As a consumer-directed program, the PCA program allows for great flexibility and control in who you 
can hire as a PCA. There are some restrictions however. The following individuals cannot be hired as 
PCAs:  
 

 Consumer’s spouse 
 Consumer’s surrogate  
 Consumer’s legal guardian  
 Parent of a minor child including adoptive and foster parents  

 
Your PCAs must also be legally authorized to work in the United States, they must be able to understand 
and carry out your instructions, and they cannot be receiving pay for their PCA work time from any 
other agency. 
It is your responsibility to check the references of prospective PCAs before you hire them.  
 
How many hours each week can my PCAs work? 
 
You must schedule your PCAs according to the number of hours approved by MassHealth, which is 
based on your evaluation. Your PCA schedule may change slightly from week to week, depending on 
whether you might have medical appointments that week, or other activities that do not take place 
every week. 
Remember that your PCAs are subject to state and federal labor laws, including overtime rules. Unless 
your PCA lives in your home, they must be paid time-and-a-half if they work over 40 hours in a week.  
 
Please be aware that your PCAs will not be paid for any work they do if there is no approval in place for 
that date, or if you have used up all your approved PCA hours. 
PCA services cannot be used while you are a resident in a hospital or rehabilitation facility.  
 



How do I schedule my PCA time? 
 
Your PCA hours should be scheduled to provide the care that MassHealth has authorized, at the time 
that you need that care. We suggest you use your PCA evaluation as the basis for a daily schedule – for 
example combining morning care tasks into a block of time that meets your needs. It is up to you as to 
what time you want your PCAs to come to work, when to shower or go to bed, or when to do your 
shopping or laundry. Your PCA schedule should be set up to meet your own daily needs. Your Skills 
Trainer will work with you in this area to help you learn how best to schedule your time.  
 
What are my responsibilities? 
 
As a consumer of PCA services, you are responsible for:  
 

 Hiring, firing, training and scheduling your PCAs, or working with a surrogate to carry out these 
responsibilities 

 Completing and turning in time sheets to the fiscal intermediary following the rules of the PCA 
program  

 Making sure your PCAs are paid correctly and on time  
 Letting Springwell know if your personal care needs change  
 Letting Springwell know if you unexpectedly need overtime pay for one of your PCAs, or if a PCA 

must perform Jury Duty  
 Making a list of PCAs to contact if your regular PCAs are unavailable – with the assistance of your 

Springwell Skills Trainer,  
 Letting Springwell know if you move, change your phone number, or change your doctor.  

 
 
What are the personal care agency’s responsibilities? 
 
As your personal care agency, Springwell is responsible for:  
 

 Assessing your eligibility for the PCA program 
 Assessing whether you need a surrogate  
 Evaluating the kind and amount of services you need  
 Requesting MassHealth approval for PCA services  
 Teaching you to manage your PCAs  
 Teaching you how to complete your PCAs’ Activity Forms 
 Working out a service agreement with you that describes your responsibilities, as well as the 

responsibilities of the PCA, the fiscal intermediary, the PCA agency, and the surrogate (if any).  
 Helping you decide which employer option is better for you  
 Reviewing your service plan with you periodically  
 Conducting re-evaluations as needed, and submitting them to MassHealth at least 21 days before 

your current approval runs out.  
 
Your PCA agency must meet with you in person for initial orientation and skills training, and at least 
quarterly in your first year of service. This is usually done by your Skills Trainer, who will be assigned to 
you when you apply for PCA services.  
 



What if I have problems with PCA program staff or with a decision regarding my services?  
 
The Springwell PCA program has a process for dealing with any complaints or concerns. Your Skills 
Trainer will explain the process to you and make every effort to help you resolve your complaint or 
problem.  
 
How and when do I pay my PCAs? 
 
When you are approved by MassHealth for PCA services you will receive paperwork showing the number 
of hours of service you are approved for, and the start and ending dates of your approval. 
Every two weeks you will submit timesheets to the Fiscal Intermediary showing the hours your PCAs 
worked. Each payroll period begins on a Sunday and ends on a Saturday; PCAs will normally receive their 
paychecks the following Friday. Each new consumer is assigned to Schedule One or Schedule Two, 
based on the first letter of your last name.  
You may choose to have the Fiscal Intermediary handle your PCA payroll and tax reporting obligations 
(Option One), or you may choose to handle these tasks yourself (Options Two).  
 
Will Mass Health pay my PCAs for overtime? 
 
If MassHealth has approved more than 40 hours per week of PCA services for you, you are expected to 
hire at least two PCAs so that none of your PCAs have to work for you more than 40 hours in one week. 
MassHealth also expects you to have a back-up list of PCAs in case your scheduled PCA cannot work that 
day.  
If there is an unexpected event that prevents your regularly scheduled PCA from working, and the only 
PCA you can find to cover will need to work for you more than 40 hours that week, you may request 
overtime pay for that PCA.  
 
How do I request overtime pay for my PCAs?  
 
You must contact Springwell immediately to request overtime pay for a PCA. If it is a weekend, evening 
or holiday, you should leave a message on your Skills Trainer’s answering machine at (617) 926-4100, 
ext. 226.  
 
The following information is needed to request approval for the overtime:  
 

 The work week for which the overtime is requested 
 The name of the PCA who worked overtime  
 The total hours of overtime requested  
 What was the unforseen event that caused the overtime request?  
 A list of the PCAs you contacted  
 Your regular PCA schedule  

 
If the overtime use was caused because a PCA quit or was fired, MassHealth will also want to know what 
steps you have taken to recruit a new PCA. Springwell staff will contact MassHealth to request approval 
for overtime pay. MassHealth will let you, Springwell and the fiscal intermediary know in writing whether 
it has approved your request for overtime pay. MassHealth will still pay the regular rate if your request 
for overtime pay is not approved.  
 



Will my PCA be paid for Jury Duty? 
 
MassHealth will pay your PCA for Jury Duty, if they served during their regularly scheduled PCA work 
time. If another PCA fills in for the regular PCA, they will also be paid for their work, and MassHealth can 
add PCA time to your approval to cover the time that the two PCAs’ pay overlaps. Please speak with your 
Springwell Skills Trainer to learn how to request Jury Duty pay.  
 
Will MassHealth pay for PCA assistance at night? 
 
If MassHealth approves PCA services for you at night, it will pay your PCA for at least 2 hours of time for 
providing you with direct assistance with ADLs at night, whether the PCA provides services for 15 
minutes or 100 minutes. If the PCA routinely assists you for more than 2 hours at night, you may request 
approval for more time at night. MassHealth will pay for night time assistance by rounding it up to the 
nearest hour. For example, if your PCA provides you with 2 hours and 50 minutes of assistance at night, 
your PCA will be paid for 3 hours. Night hours are from 12:00 midnight to 6:00 a.m.  
 
What if one of my PCAs gets injured on the job? 
 
If you selected Option One, call your fiscal intermediary immediately. If you selected Option Two, follow 
your workers’ compensation insurance company’s instructions. For both options you can get information 
about workers’ compensation insurance and coverage by calling the Department of Industrial Accidents 
at (617) 727-4900. http://www.mass.gov/dia/  
 
What if I need more information? 
 
Call your fiscal intermediary if you:  
 

 have questions about your time sheets that can be answered over the telephone 
 have questions about the employment forms sent to you by the fiscal intermediary that can be 

answered over the telephone  
 need Time Sheets  
 have questions about paying your PCAs  

 
Call Springwell, your Personal Care Agency if you:  
 

 have questions about hiring, firing, training or scheduling your PCAs 
 have questions about the process of requesting overtime pay, or need to request overtime pay 

for one of your PCAs  
 need more skills training to assist you in managing your PCA services  
 have questions your fiscal intermediary cannot answer by telephone. 


