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Disclaimer
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Module 04: Professionalism

Goal Enable candidate PCAs to perform the job of PCA 

in a professional manner



This curriculum is the property of the Massachusetts Executive Office of Health and Human Services and MassHealth.

Define professionalism in PCA work

Explain the importance of timeliness and appearance 

Demonstrate how to effectively introduce themselves in a 

professional manner

At the end of this training, candidate PCAs should be 

able to:



© 2021. The consulting and operations division of UMass Medical School. Confidential 

© This curriculum is the property of the Massachusetts Executive Office of Health and Human Services and MassHealth.

5

Professional

What does Professional mean?
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What should you wear?

6

• Type here
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What should you wear?

7

• Wear clean clothes

• Wear clothes and shoes that are easy and safe to work in

• Bring an apron, smock, or oversized button-down shirt to wear over 
your top 
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What should you NOT wear?

8

• Type here
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What should you NOT wear?
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• Do not wear clothes that are too tight or show too much skin

• Do not wear something that you mind getting dirty

• Do not wear clothes with holes or wrinkles

• Do not wear rings or bracelets also keep nails trimmed, since these 

things increase the risk of skin tears when assisting the consumer
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What should you do the day/night before to help you get there on 

time?

10

• Type here



© 2021. The consulting and operations division of UMass Medical School. Confidential 

© This curriculum is the property of the Massachusetts Executive Office of Health and Human Services and MassHealth.

1

1

What should you do the day/night before to help you get there on 

time?

11

• Check the weather for the next day

• Plan what to wear. Iron your clothes, if needed. Pack the things you 

will need

• Make sure there is gas in the car, or you have money for the bus or 

train

• If you are meeting a consumer for the first time, take the route to work, 

to see how long it takes

• Set your alarm clock
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What do you need to know so you are ready to work when you get 

there?

12

• Type here
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What do you need to know so you are ready to work when you get 

there?
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• The name of your consumer

• Your schedule days and times

• Where you need to go and how to get there

• Know what to do if you will be late

• What kinds of assistance you will be providing
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What personal things should you take care of so you are not 

distracted at work?

14

• Type here
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What personal things should you take care of so you are not 

distracted at work?

• Plan childcare if needed. Do not bring your children to work with 

you

• Let people know they can’t reach you when you’re at work, 

except for emergencies

• Don’t answer your cell phone at work, unless it’s an emergency

• Reschedule any appointments that conflict with work time. 

• Get a good night’s sleep
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Work Schedule and Contact Information

Here is the kind of information you will need to keep track of your 

schedule. The contact information will be useful to you. You may also

want to give it to your children’s school or day- care providers, in case of

emergency.

Start Date

Days of the week I work

Hours I work

Number I can be reach at in 

family emergencies

Other Notes:



© 2021. The consulting and operations division of UMass Medical School. Confidential 

© This curriculum is the property of the Massachusetts Executive Office of Health and Human Services and MassHealth.

1

7

Meeting a Consumer for the First Time - 1

• Introduce yourself use your first and last name

• If you are greeted at the door by a family member, introduce 

yourself to the family member and then repeat your introduction 

when you meet the consumer

• Wearing a name badge in plain view and with large print may be 

appropriate for some consumers

• Wait to be invited into the home. Wait to be invited to sit and talk. 
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Meeting a Consumer for the First Time - 2

• Ask the consumer how they would prefer to be addressed, don’t 

assume that it is ok to call them by their first name

• Do not use slang terms such as sweetie, dear, or honey

• Talk with the consumer about a work plan or job description, so 

that you are aware of what you are being asked to do for the 
consumer

• If you are uncertain about certain tasks ask clarifying questions

• Speak in a friendly professional manner; remain focused on your 

job and your responsibilities

•
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Job Hunting

How have you looked for a job?



© 2021. The consulting and operations division of UMass Medical School. Confidential 

© This curriculum is the property of the Massachusetts Executive Office of Health and Human Services and MassHealth.

2

0

Job Sites

What website have you used to find a job?
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Resumes

Do you have a current resume?
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Cover Letters

What is a cover letter template?



© 2021. The consulting and operations division of UMass Medical School. Confidential 

© This curriculum is the property of the Massachusetts Executive Office of Health and Human Services and MassHealth.

2

3

MassHire

MassHire is the state organization that helps people find jobs

The state of Massachusetts recognizes consumers as employers

Consumers can register their need for a PCA/employee with 
MassHire
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Arrival at Your First Meeting With Your New Boss)

• Introduce yourself to whomever answers the door. Use your 

first and last name

• If you want, wear a name badge in plain view and with large

letters at first meeting

• Wait to be invited into the home. 

• If the person who answered the door was not the consumer, 

introduce yourself to the consumer, Use your first and last name

• Wait to be invited to sit and talk. 
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First Discussion with Your New Boss 1

• Ask the consumer how they would prefer to be addressed, don’t 

assume that it is ok to call them by their first name

• NEVER use slang terms such as sweetie, dear, or honey

• Have a discussion so you both have the same idea of what is 

expected of you.

• Make sure you know specifically what you are supposed to do.

• Ask questions when you need more information

• Speak in a friendly professional manner; remain focused on 

your job and your responsibilities
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First Discussion with Your New Boss 2

• Ask the consumer how they would prefer to be addressed, don’t 

assume that it is ok to call them by their first name

• NEVER use slang terms such as sweetie, dear, or honey

• Have a discussion so you both have the same idea of what is 

expected of you.

• Make sure you know specifically what you are supposed to do.

• Ask questions when you need more information

• Speak in a friendly professional manner; remain focused on 

your job and your responsibilities

• If the consumer has a surrogate, ask about how you related to 
the surrogate. Example: Will the surrogate inform you of your 

tasks or the consumer? 

• As the consumer howe they would like you to dress.
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Emergency Plan

• Just as in your own home, know how to get out of the house 

quicky if there is an emergency

• Know, before the emergency, the assistance the consumer 

needs from you to leave,

• Ask the consumer if they have an emergency PCA backup plan. 
Does the consumer expect you to be part of that plan if another 

PCA does not show up.

• If you have a car or access to a car:

o Does the consum
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Transportation: If you have a car or access to a car

• At the first meeting set expectations around using your car, 

this will prevent uncomfortable conversations in the future

• MassHealth does NOT pay for mileage or gas

• It is reasonable for you to ask the consumer to pay you for the 

use of your car

• The consumer can say yes or no to your suggestion. Plan how 

you will answer if the consumer does not wish to pay you for 

the use of your car

• A typical payment for the use of your car is a fee called 

“mileage”. Mileage is:

o One fee used to reimburse you for the wear and tear on 

your car and the gas used during the trips you make for 

the consumer based on the miles you drive

o A frequently used mileage rate is the rate set by 

Massachusetts. 
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Role Play

• At the first meeting set expectations around using your car, 

this will prevent uncomfortable conversations in the future

• MassHealth does NOT pay for mileage or gas

• It is reasonable for you to ask the consumer to pay you for the 

use of your car

• The consumer can say yes or no to your suggestion. Plan how 

you will answer if the consumer does not wish to pay you for 

the use of your car

• A typical payment for the use of your car is a fee called 

“mileage”. Mileage is:

o One fee used to reimburse you for the wear and tear on 

your car and the gas used during the trips you make for 

the consumer based on the miles you drive

o A frequently used mileage rate is the rate set by 

Massachusetts. 



© 2021. The consulting and operations division of UMass Medical School. Confidential 

© This curriculum is the property of the Massachusetts Executive Office of Health and Human Services and MassHealth.

3

0

Looking for Work on the MA Directory

• Consumers post information about themselves and the services 

they need their PCA to provide

• PCAs post information about themselves and what services they 
are interested in providing

• The Directory matches consumers and PCAs that posted similar 

information 
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The DIRECTORY: Website Banner
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The DIRECTORY: Contact Info 1
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The DIRECTORY: Contact Info 2
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The DIRECTORY: Preferences 1
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The DIRECTORY: Preferences 2
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The DIRECTORY: Preferences 3
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The DIRECTORY: Preferences 4
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The DIRECTORY: Activities of Daily Living 1
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The DIRECTORY: Activities of Daily Living 2
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The DIRECTORY: Certifications
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The DIRECTORY: Tell Us About Yourself
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The DIRECTORY: Upload Your Resume
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The DIRECTORY: Notifications
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The DIRECTORY: End the Session


