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Section 1 — Introduction and Regulatory Basis
This training manual provides mandatory education for non-clinical staff working in California Skilled Nursing Facilities (SNFs). Non-clinical staff include administrative, business office, reception, admissions, clerical, environmental services, dietary office, maintenance, transportation scheduling, billing, human resources, and activities office personnel.
Training is required by:
· Title 22, California Code of Regulations, Division 5
· CMS Requirements of Participation for Long-Term Care Facilities
· California Health and Safety Code
· California Welfare & Institutions Code
· Occupational Safety and Health Administration (OSHA)
· HIPAA Privacy Rule
All staff are responsible for protecting resident safety, rights, and confidentiality regardless of job title or clinical license.

Section 2 — Resident Rights (Title 22 §72527)
All residents living in a Skilled Nursing Facility retain fundamental civil, constitutional, and human rights. These rights are not dependent on age, diagnosis, payment source, or mental capacity.
Residents have the right to:
· be treated with dignity, respect, and consideration
· be free from abuse, neglect, and exploitation
· privacy in treatment, communication, and personal care
· send and receive unopened mail
· access telephones and visitors
· participate in their plan of care
· refuse treatment to the extent permitted by law
· review and obtain copies of their records
· voice grievances without fear of retaliation
· participate in Resident Council
· make personal choices about daily life to the extent possible
Responsibilities of Non-Clinical Staff
Non-clinical staff must:
· knock and wait before entering a resident’s room
· avoid discussing resident information in public areas
· speak respectfully, using preferred name and pronouns
· ensure residents know how to file grievances
· promptly report observed or suspected violations of rights
· maintain a calm, supportive tone when residents are upset
Staff may never:
· threaten residents
· restrict visitors without lawful reason
· yell, embarrass, belittle, or intimidate residents
· withhold mail or communication
· discuss residents in social media posts or public conversations

Section 3 — Abuse, Neglect, and Exploitation
(Title 22 §72541, W&I Code 15630)
Definitions
Abuse includes:
· physical abuse (hitting, pushing, rough handling)
· sexual abuse or sexual coercion
· verbal or emotional abuse (threats, humiliation, harassment)
· financial abuse (stealing money, property, or identity)
· involuntary seclusion
· unreasonable physical or chemical restraint
Neglect includes:
· failure to provide food, water, hygiene, or basic care
· failure to prevent injury or respond to needs
· leaving a resident unattended in unsafe conditions
Mandated Reporting Requirement
All facility employees are mandated reporters.
Non-clinical staff must:
· immediately report suspected abuse to a supervisor or Administrator
· report to law enforcement and/or Ombudsman according to facility policy
· complete required report forms if instructed
Staff may not:
· ignore or dismiss signs of abuse
· attempt to investigate independently
· promise secrecy to residents
Failure to report can result in criminal penalties and employment action.

Section 4 — Confidentiality, Privacy, and HIPAA Compliance
Protected Health Information (PHI) includes:
· name, address, age, or photo
· medical conditions and treatment
· insurance or financial information
· room number or location
· admission or discharge status
Confidentiality Rules
Non-clinical staff must:
· keep conversations about residents private
· access records only when work-related
· secure paper files when unattended
· log off computers when leaving workstations
· use shredding containers for PHI disposal
· verify identity before releasing records
Prohibited Actions
Staff must never:
· discuss residents on social media
· copy or photograph records for personal use
· allow unauthorized persons to review records
· leave documents exposed in public view
· email resident information without encryption approval

Section 5 — Infection Prevention for Non-Clinical Staff
Non-clinical staff play a significant role in minimizing infection spread.
Required practices:
· perform hand hygiene when entering and exiting rooms
· avoid work when experiencing fever, diarrhea, or respiratory illness
· follow transmission-based precaution signage
· avoid contact with bodily fluids or sharps
· use PPE when instructed
· report spills or contamination immediately
Key infection control reminders:
· food and beverages must not be stored in clinical areas
· linens contaminated with bodily fluids must be handled as biohazard
· report pest, sanitation, or odor issues immediately

Section 6 — Emergency Preparedness and Disaster Response
(Title 22 §70741, §71551)
Facilities must maintain an all-hazards emergency plan.
Non-clinical employees must know:
· how to activate an emergency response
· their role during an emergency
· primary and secondary evacuation routes
· location of fire extinguishers and pull stations
· location of resident assembly and triage areas
· who is in command during an event
Fire Response
All staff must understand:
R.A.C.E.
· Rescue those in immediate danger
· Activate the alarm
· Contain the fire (close doors)
· Extinguish or Evacuate
P.A.S.S.
· Pull the pin
· Aim at base of fire
· Squeeze handle
· Sweep side to side
Emergencies Covered
· fire
· earthquake
· power outage
· gas leak
· flood
· bomb threat
· workplace violence
· elopement / missing resident
· hazardous material spill

Section 7 — Hazard Communication and Workplace Safety
All employees have the right to know about potential workplace hazards.
Non-clinical staff must:
· know where Safety Data Sheets (SDS) are located
· read labels before using chemicals
· never mix chemicals
· store chemicals away from food and medical supplies
· report malfunctioning equipment immediately
· follow facility procedures for workplace injuries
Employees must also be familiar with:
· slip, trip, and fall prevention
· oxygen system safety precautions
· safe body mechanics and lifting techniques
· reporting environmental hazards

Section 8 — Resident Funds and Financial Integrity
(Title 22 §72511, §72513)
Financial exploitation is a form of abuse.
Non-clinical staff must:
· safeguard resident trust accounts
· issue receipts and document transactions
· never borrow or solicit money from residents
· immediately report concerns of financial exploitation
· ensure residents receive quarterly fund statements
Examples of prohibited actions:
· accepting large gifts
· managing finances without authorization
· using resident credit/debit cards
· charging unauthorized fees

Section 9 — Quality Assurance and Performance Improvement (QAPI)
All employees contribute to quality improvement.
Non-clinical staff involvement includes:
· participating in audits
· reporting hazards or trends
· maintaining clean and organized work areas
· assisting during surveys
· answering surveyor questions honestly and politely
Staff must maintain continuous survey readiness meaning the facility must operate as if inspection could occur any day.

