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A crucial
We
‘ count on you!
Certified nurs'ngifrontl'ne workers

in nursing homes. Nurse aides make up the largest number
of caregivers in n most of the direct
care to residents. a critical role: The well-being

of our residents depen ills and the relationship
you develop with them.

Because your primar
the first person t
Often nursing ho
the “eyes and ears” of the facility.

rect care, you are often
i ident’s condition.
eir nurse aides to

Think of the different. e departments as spokes
luding you—to keep that
S ing on the right track.

If you think the job you do'i ant, think again. So
thank you for all of the hard work youda every day.

©2003 HCPro, Inc. Unautl d d ion is prohi




or Survey Success

h set of rules

ceives state and

pay for the care

use the govern-

f the care, it has

many rules and regulations that nurs-
aust follow.

This nursing hom
federal tax money
of the residents. B

g homes follow the rules?
a team of surveyors or
ake sure nursing

Each year, the
inspectors, usual
homes are doing the job right. This annual inspection takes
about one week. It will be shorter or longer depending

on the size of th problems the
inspectors find.

watch you
can be a stressful

During this inspection visit, surve
do your job and ask you
time—like takin e teacher standing over your
shoulder. By bei what to expect,
you'll have a better handle on the survey process. Read
this handbook and keep it so you ca r back to it as a
guide later.

It is important fo o do well during
a survey. The ultimate’g > deficiency- and
mistake-free.

©20 Pro nauthoriz plication is prohibited.
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process
in a nutshell

When they com
follow a detailed process for conducting their inspection.

te surveyors must

Nursing home stz
are coming. Sur
any time, includ

ance notice that surveyors
e at this nursing home at
d nights.

v How surveyor 3
Before surveyors even arrive at this nursing home’s door, the
members of the d for their visit.

They know a gre ut the facility and its residents.
How is that the case? In what is ¢ off-site survey
preparation, the survey tea ed reports about the

allows surveyors y be problems
in the facility an review. For
example, do many residents have pressuge sores or suffer

ents with those prob-
lems. They will watc the CNAs and other staff
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V Initial tour and on-site preparation
All that preparation means that survey
the survey immediately after they enter
will take an initial tour of the nursing h
first look at the fagii [

re ready to begin
facility. They

e, getting their
the staff.

surveyors to look closely at a

t pressure sores, its dining
resident abuse, the occur-
hether residents get enough
ems, and unintended

The survey process di
nursing home’s ef
and food service

rence of adverse
fluids to prevent
weight loss in res

cus on residents’
ff members inter-
for good infection control
eanliness of equip-

In evaluating thi
grooming, dress,
act with residents. T
practices such as regular han
ment, and a safe environment.

Ive a good first impression to
as best you

It is always imp
surveyors. Be pr
know how.

‘/ Resident interview
During the surve
about what it is |

ill talk to residents
ursing home.

residents about
h as: Do you feel that
ncourage you
you involved

As part of the interview, surveyors w
their care. They will ask questio
you get help wh
to do as much a

plication is prohibited.
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in making decisi
treatment? Do you feel that staff members listen to your
requests and respond appropriately? Haw|does your food
taste? Is the facility clean and free of badsmells?

Surveyors also s feel about staff
members at the facility. They may ask residents questions
such as: Do the staff treat you with respect? Do
you feel they kng
a staff member e orn at you?

‘/Group intervie
During the survey, surveyors will also talk with members of
the resident council if one exists, or with an informal group
of residents.

If surveyors cannot interview a resi rhaps because
he or she cannot understan ons), the surveyors
will try to intervie ember, friend, or guardian
who acts on beh i horizes care.

V Observations and citations

Throughout the survey, the will observe what

At an exit conference, the surveyors will"meet with the
nursing home admjai any mistakes or

deficiencies they,

©2003 HCPro, Inc. Unautl



Survey Training Handb or Survey Success

w rs ask,
how should yod'answer?

As part of their i that surveyors
will ask staff members (maybe even you) questions. While
questions from a su an be scary, remember to stay

Be prepared to a ing questions during
a survey:
? What would you do in case of a fire?
abusing a resident?

abuse might be hearing an
a slapping sound, or

of hearing possible
nt, foul words,
rying out.

? What ca ursing home’s
nt program?

ursing home’s poli-
cies are? Polj rocedures refer to the rules
and instructi en about how to do
owing a resident’s care
plan, reporting change ident’s condition,
how you handle clean and dirty*finen, and proper
handwashi les.

plication is prohibited.
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Keep these tips i rveyors:
is asked for. Just

ﬁ Don’t give more information th
- n out of fear that

answer the question. Don't rattl
you don’t know the answer. If rveyor asks a
specific room or diet, for
instance, answer that question. Don't take it as an
invitation tg everything you know about
that resideg care.
e time toj@@mplain about the facility.
You don’ pple or depart-
ments for a prob e surveyor has raised ques-
tions about. Let surveyors find problems themselves.

% This is na

just like you would talk to any
important visitor. fessional, and use

appropriate language.

And what should
surveyor’s questi

u don’t know the answer to a

uess. Don’t make
roblems. If you
estion, say so.

If you don’t know the information, d
it up. Don’t “wing it.” That
don’t understand

It's okay to say, “I'm
Find a supervisor for help. Yo
from someone who knows.

can find out for you.”
ind out the answer

©2003 HCPro, Inc. Unautl d d ion is prohi
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or Survey Success

okin’
\ at ?

ction of a facil-

2

) ity, surveyors always want to
serve CNAs giving daily care

eyors will watch for good
iques, such as
washing urine a oiled resident.
They will check for your awareness of good infection con-
trol techniques, feces away
from any wound s them. They will expect to see
“front-to-back” perineum hen you are cleaning
a resident.

Surveyors will also
of a resident’s pl
plan calls for ar
motion, do you encourage her to full
ing dressing and bathing so th
and moves her joi

e whether you are aware
instance, if the care
ve her range of
end her arms dur-
etches her muscles
tivity?

Remember that good . Doing things right

each time you perform a task me are prepared to

be “observed.” If you are uncomfortabléwhen a surveyor is
observing you as vy i re, it is okay to ask
you in the room.

plication is prohibited.
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carelplans

quire nursing
home staff to provide residents with the
help that will allow them to

residents have d

h because of disease or the
aging process, a i

s is difficult.

When a resident comes to this facility, the nursing home
performs a thoro ine what prob-
lems the person resident incontinent? Suffering
from depression? Having alking? Nursing homes
use a form called the Minimum MDS) to assess
the needs and strengths of resi rses do these
assessments periodi whether residents’ needs
have changed.

After completing an assessment, the nuising home staff

t includes all problem
ds for achieving those
sident’s progress. For
example, what will staff do t0 ones from falling

or Mr. Smith from losing weight?

©2003 HCPro, Inc. Unautl d d ion is prohi . 9
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CNAs often hav
to-day preferences and routines, as well
for the resident. Your input into the car
very important. Your supervisor may as
care planning meeting where staff will uss the resident’s
needs or, if you ffer may talk to
you about how the care plan can benefit the resident.

resident’s day-
ideas for caring
lanning process is
ou to attend the

Staff members us to try to prevent declines
in a resident’s welldbeing. Sunv@yors will expect to see that
staff consistently plan. As a CNA, you must
know what care i resident and the
rationale for providing it. For instance, you would need to
know that Mrs. Walters’ care plan requires you to help her
to the bathroom improve bladder
function and pre inence. Surveyors will check to
see that you provide the ¢ or in the care plan.

10 ©20 Pro nauthoriz plication is prohibited.
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Respect

Comedian Rodney Dangerfield has co
for years: “I don’

hear from one of home residents.

and dignity is a top prior-
brs are constantly listening
d other staff members treat

Protecting every
ity of this nursing
and observing to
the residents.

So follow these tj

or her ca rsations where

* Protect every reside vacy. Pull curtains or
* cy.

ourself before entering
a response.

11
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12

or Survey Success

e Talktoy
them. Surveyors don't want to s
talking to each other and ignori

g with or near
staff members
the residents.

e Sit down when feeding or assisting residents and

talk to th

e Always adds esident by his or her pre-
ferred na se nicknames or call a resident
“honey i ess the resident asks to
be addre

e Clean up dent’s hands and face after meals.
Be sure there are no stains on clothing after meals.

room at the same time. No one should sit and
watch others eat.

e Don’t change A elevision station without
the reside nd make sure it’s tuned

to a channe

e Speak respectfully. Don’t shout oruse foul language.

©20 nauthoriz plication is prohibited.
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e Don’t bo ng or toiletries for

use by another resident.

rsonal items,
telephone. If you
t person to stop

e Don’t help yourself to residents
such as taking candy or using t

e for Survey Success

Need a lift?

Lifting, transferring, and ambulating
residents is the backbone of a
CNA'’s day!

Your facility will instruct you on
how to lift safely to prevent back or other injuries.
Use good lifting habits with all loads, large and small.

Make it a point to keep gait belts handy to use when
transferring and walking residents.

Use mechanical lifts where needed for your safety and
that of residents.

©2003 HCPro, Inc. Unautl d d ion is prohi
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14

ident
s tracks

the government
ery nursing home

yuse of residents and the
nal possessions without his

that prohibits th
theft or use of a
or her permissio

Residents have the right to be free from any verbal, sexual,
physical, and m d abuse a resi-

dent—including ily members, guardians, visitors,
other residents, voluntee nts, agency people pro-
viding resident services—nobody!

If you see an incide
ately to your su
makes you unco
whether it was abuse. Let your supervj
sibility off your shoulders. It’

nt abuse, report it immedi-
something that
ide on your own
oy take that respon-
o'be safe than sorry.

What is abuse? |
pinching, or kicking:
saying things to frighten a resid
rude, insulting, or foul language. Mentalfabuse includes
humiliation, haras nishment, like say-
ing to a resident, take your call

such as hitting, slapping,
includes threats of harm,
ing disciplinary,

plication is prohibited.
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anguage, roughly
ile giving care.

Caregivers must
handle a resident, or ignore a resident

Neglect can be harder to define. If a st ember fails to
do something that can cause a residentt@ become sick, it
may be neglect. room, not giving
a resident the right kind of diet, or not giving a resident his

or her medicine ma

You can expect § staff members questions
about how this f esidents from abuse. Be
prepared to ans ions:

2 What would you do if you saw another person
= Dbeing abusi i

person needs a break or adéi aining so they can
handle the daily e all know it can be
very emotionall allenging to take care
of people. A superviso ange the job assignment of

15
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You can help protect the safety of resid
in the facility by knowing how to react
Often surveyors will ask staff mem
disaster and em

s and everyone
an emergency.
stions about
the facility’s
evacuation, fire procedure, and dlsaster plans. Know your
role in the event o

In a fire, remembh

Rescue
Alarm
Contain

Sweep side to side

Safety rules protect you a ents. Follow them.

16 ©20 Pro nauthoriz plication is prohibited.
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KEEP THIS AREA
SAFE AND CLEAN

-

When you go int
thing about his o

e for Survey Success

afe

environment

Yes, this is ajmursing home, but
t to see a home-
like environment. Surveyors will

ok for personal items in resi-

signs of who the resident was prior to coming to the nurs-

ing home? Do st

Surveyors will check to s
clean and properly stored. The fa

neat, and well-kept.

% Tips: Don't |

sonal items

dent rooms uncluttered and in go
and staff can move arou

to move aroun

Make sure that tras

sure that bedside commodes
residents’ rooms clean and free of dir

any urinals/bed pa

©2003 HCPro, Inc. Unautl

ersonal property?

ident care equipment is
st be uncluttered,

ink tops. Mark per-
way. Keep resi-
pair so residents
ipping or having

ptied and covered. Be

ied and cleaned. Keep
en. Store away
eds are made.

17
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Staff must ensure that the facility is as
rds as possible.
This is the second most frequently
eficiency in nursing homes

an important role in pro-
ccidents. For instance,
equipment is in good con-
dition. Check the haiissand geri-chairs.
Check walkers fo . Report any prob-

lems to your supervisor or to the maintenance department.

across the countr,
tecting residents
always check to

Bathing facilities
falls. Be aware of hazar
with frayed wires and cleaning su
accessible to cognitively impai
put up signs when f
sure handrails ar
dents to grasp, a
Water temperatures in hand sinks and b
kept low enough that they dop

ve nonslip surfaces to prevent
lectrical appliances

at are easily
ents. Be sure staff
et and block access. Make
lls, easy for resi-
es or splinters.
tubs should be

an from dirt and food,
and ensure that the ' od repair. Also, make

up any spills right away. Keep tools, ca
away from residen

and supplies
arm. Many resi-

18 i plication is prohibited.
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right,
wash your hands

ay to help ensure
that infections don’t spread within this nursing home?

2ct surveyors to take a close
s, including whether you
their hands.

It's handwashing
look at infection
and other CNAs

Remember to wa
each resident!

Remember to w nds after glove changes
between procedures on

e gloves, handle
eave a room.

Wash your hands each time
soiled laundry, and

matter of per-
gur hands after
room, petting

g or coughing into your
u use the phone, wash

It's also importa
sonal hygiene. So don't forget to wash
smoking, eating or drinking, usi
animals, touching gask
hands, or whene
your hands!

dithe Centers for
ays proper hand-
dure for prevent-

The regulations require handwashing
Disease Control an
washing is the si

©2003 HCPro, Inc. Unautl 19



Survey Training Handb or Survey Success

ing infections. T use of alcohol-

based hand rubs to clean your hands.

Follow these guidelines:
Wash your hands for at least 10 seconds,|vigorously rub-
bing together th rticular attention
to your fingernails and between your fingers. Thoroughly
rinse your hands am of warm water. Use a
paper towel to t

The government als ds that health care workers

keep short, natu 'y not wear fake

You wear gloves nd the residents
you work with.
When it comes to in mind:

ay come in contact

20
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e Change g for residents.
* Don’t wear gloves in the hallways. Remove gloves
and throw them in the trash before walking out in

the hallway.

* Wash or sanitize your hands whenever you remove

r knobs, faucets, or resi-
h dirty gloves on.

Remember, gloves don’t replace handwashing!

©2003 HCPro, Inc. Unautl 21
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conirol

y in infection
now about your
trol program and
changes. Follow
facility policies for handwashing, wear-
e, linen handling, housekeep-
e disposal, as well as other

You have a role to
control. Be sure yo

ing gloves, mask
ing, needle and
ways to limit the

Properly use disi germicides
according to the manufacturer s instructions to avoid harm
to staff, residents e effectiveness.

whirlpools, and multiple-
cturer’s recommen-

Always sanitize tubs
use equipment according to
dations. Follow the facility polic
infectious waste.

Tip: If you go int nt is isolated

because of a contagious illness, use proper |so|at|0n tech-
niques such as gloves, gowns, or

22 ©20 Pro nauthoriz plication is prohibited.
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ght

sible for ensur-

ell-balanced diet
nd meets any spe-
some of the areas

Every nursing home is res
ing that each resident has

* Surveyors ealtimes to see whether
staff me s quickly and that they are
not left o bedside table long enough
to beco s of attention to
food temperatures because after all, who wants to
drink cold coffee or eat melted ice cream?

has the right food called for
For example, is food
ividual’s needs?

® Be sure are
in an assessment an
cut, chopped, or ground f

e You will e an alternative meal avail-
able for want the meal
that staff serve. Staff members should offer and
encourage a substitute meal sident has not
eaten well. Make ions are of similar
nutritiona ce, instead of grapefruit
juice, offe hich the resident
may prefer.

23
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24

-

or Survey Success

veyors p intakes and will
ask residents whether they liked the food and wheth-
er staff offered a substitute if th id not.

e A therapeutic diet is one ordered by a physician.
The diet r a disease or
clinical condition (such as diabetes) or to eliminate
salt or incre jum or to provide a mechani-

jdent is able to eat.

Tip: Check trays diet and condiments. For

instance, re on a tray for dia-
betics or add or residents on low-sodium diets
e Nursing al eating equip-
ment an r651dents who need them. Be

sure to provide res “assistive devices” to
maintain or improve their a eat independent-
ly. Examples of assisti s are enlarged sil-

verware ha pec1a| seating arrangement
that help i gh to the table to

Tip: In the dining room equipment such as
spoon holders o > tes if they are ordered
for a residen pect to see that residents
have these device for in their care plan.

e Every nursing home must store, prepare, distrib-

ute, and se conditions. This
requirem cited deficiency

plication is prohibited.
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in nursin s intended to pre-
vent the spread of illnesses through food, which can
be fatal to nursing home residents: Be sure to prop-
erly wash your hands before todehing foods.

Be sure r bare hands
while helping someone eat. If you use gloves, get
fresh glove itize your hands after touching
petween helping residents.

sidents” food likes and dis-
likes as o age them to eat.
Include the "hidden calorie” foods that are easy to
give residents, such as condiments. For instance, be
sure to b ffee, pour syrup
on panca on, unless dietary restrictions
prevent these steps.

e Report all changes i
that interventi
at the ea

0 a supervisor so
event weight loss can begin

e Make sure residents have accessgto fresh water or
fluids at all times. Fg pulatory residents, be
sure to place er or other liquid within
their reach. k to the resident at all
times and ass : resident to drink. You

cted from a resi-

25
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O Tip: Be sure uids to residents
who need them. Be sure they are at the right consisten-
" ¢y and given with all liquids through@ut the day. Don’t
forget to thicken soups for these residents, as well.

In your role as a the other mem-
bers of the health care team about what you see and know.
The nurses, dietiti orker, and other CNAs won’t
always know wh know about how each resi-
dent is eating ang dining room, their bedroom,
and between me le information helps to
make sure the re intain his or her
best nutritional hea

26 ©20 Pro nauthoriz plication is prohibited.
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</

VE=/

infection. You need
contains and mi
Keep soiled and

Follow these gui
e Keep lids on barrels and close bags of dirty laundry.

* Bag soile
down the hall.

clothing before carrying it

e Place dirty linens i e chair, not on

the floor.

e Keep dirty linens and clothing away from
your uniform.

one resident’s room

t's bathroom.

27
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Personal possessions

or Survey Success

d linen areas. You
risk exposing yourself or someope else to germs.

e Don’t ea

Make sure you return residents’ lothes to their
owner. Let your marked items as
quickly as possible. Show special concern for quilts, bed-
spreads, or other i have sentimental value to
residents. Reme e who live in nursing homes
give up a lot whg pve out of their own homes.
Special dresses, their own socks make this
nursing center th

linens that are in
ion. Take any sheets, towels,
frayed, thin, ripped,
r so that the

ce them when it orders
ere are enough bed and bath

and washc
or torn to your

new supplies. M
linens available

ce of residents.
good condition. Be
broken zippers, or rips

Expect surveyors to focus on the g
Resident clothing should
sure there are no
or holes.

©20 Pro nauthoriz plication is prohibited.




Your team’s ‘grade car
As you know, it’s al important for a nursing home to
do well during a s
mistake-free.

If the surveyors f i ility'has not followed a certain
rule, they will give TS itten list of defi-
ciencies. The surveyors send thls llst of mistakes to the state
and federal gove port card explain-
ing what was fo also tells the public

gram. Your ideas
to fix mistakes are an importan s program. Ask
' ity improvement team

Getting to know you, ge w all about you
nursing homes.
So how did this nu ing its last survey?

29
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Frequency of surveys

30

or Survey Success
Who, they wond are for their
mother or grandfather?

CMS provides information about your f
summary of the results from your last s

lity, including a
y, on its website.

You want the data to paint the right picture and to compare
favorably with othe homes in your area. The job

e help paint that picture. Go
eb page at www.medicare.
eck out the information that

to the Nursing H¢
gov/nhcompare/
CMS includes ab

All nursing hom
nine to 15 months
common survey is the annu
must pass.

st once every
es more frequently. The most
hich your facility

Surveyors will co rsing home more often if sur-
veyors uncover ility has a poor
survey history. A complaint about the facility or its staff

from a resident, family member, or o person can also
result in an investigation.

Keep in mind, it’
Do things according to

t to be survey-ready.
vou don’t understand or

a question. There to try to follow
and understand.
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H ~ What the heck are
— they talking about?

If you’ve never worked in long-term care before,
during your first few days on the job you might
have thought you landed on a different planet.
CMS. MDS. Qls. What's everybody talking about?

Here’s a little dictionary to help you interpret the
language of long-term care.

CMS—The Centers for Medicare & Medicaid Services.
This federal agency is in charge of the Medicare and
Medicaid programs. CMS writes and enforces the fed-
eral regulations that govern nursing home care.

Deficiencies—When a nursing home fails to meet a
federal requirement, surveyors cite that home with

a violation or deficiency. When there are no viola-

tions found, the facility is “deficiency-free.”

The Joint Commission—The Joint Commission on
Accreditation of Healthcare Organizations. Some
nursing homes choose to undergo an accreditation
survey by this independent, not-for-profit organiza-
tion that evaluates and accredits health care organi-
zations. A Joint Commission survey is separate from
a state survey and is conducted by surveyors who
work for the Joint Commission.

©2003 HCPro, Inc. Unautl d d ion is prohi
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MDS assessment—MDS stands for Minimum Data
Set. This is the detailed form that nursing home staff
must use to assess a resident’s problems and needs.
It is key to Medicare reimbursement and a critical
part of the state survey process. Information on the
MDS is the basis for a facility’s quality indicators

or Qls.

Plan of care—Also called the care plan. Each resident
has a care plan that identifies that person’s problems
(for example, incontinence or the inability to walk),
what nursing home staff need to do in response,

goals for the resident, and documentation of the
resident’s progress.

Quality improvement—Also called quality assur-
ance. Regulations require each nursing home to
have a quality assessment and assurance committee
to identify problems and come up with plans to
correct deficiencies.

Sample—As part of the survey process, surveyors
will decide which specific residents they will focus
on while in the nursing home. These residents will
be the “sample selection.” Surveyors will closely
review these residents’ charts, including care plans,
interview them if possible, and observe staff as they
provide care.

32 ©20 Pro nauthoriz plication is prohibited.
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State Operations Manual—Also called the SOM.
Published by CMS, this manual contains the guide-
lines for conducting surveys and the regulations
nursing homes must follow.

Survey—CMS contracts with state agencies to con-
duct nursing home inspections or surveys to see
whether facilities are following its regulations. State
surveyors or inspectors do a yearly inspection of all
long-term care facilities before renewing the facil-
ity’s license. A nursing home cannot operate with-
out a license.

Survey team—Also called surveyors or inspectors.
The team consists of nurses, dietitians, sanitarians,
and others who inspect the facility.
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Pop quiz

The following questions relate to the survey handbook you have just
read. Please respond to the questions below to the best of your ability.

1. When state surveyors come into this nursing home, they
are checking to be sure the way staff members do things
complies with federal regulations.

True False

2. As part of the survey, inspectors will observe the care
CNAs provide to residents, including whether you follow a
resident’s plan of care.

True False

3. What should you remember to do before entering a
resident’'s room?

4. Residents need to eat what's on the planned menu,
therefore if a resident does not like the meal that's
offered, the facility should not substitute other foods.
True False

5. Surveyors will start from scratch when they arrive at this
nursing home’s door, having no prior knowledge of the
facility’s operations.

True False

6. What do the four letters in RACE stand for?
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7. If you see an incident that you suspect may be consid-
ered resident abuse (but you’re not sure), you should report
what you saw or heard to your supervisor right away.

True False

8. If a surveyor asks you a question and you have no idea
of the right answer, it won’t hurt o guess since you don’t
want to look stupid.

True False

9. According to the Centers for Disease Control and Preven-
tion, what is the most effective way to stop the spread of
infection in health care settings such as

nursing homes?

10. Survey results are kept private and members of the pub-
lic do not have access to the results of state inspections
True False

| have read this training handbook and realize that the job | do is of

critical importance to the residents who live here, to my coworkers,
and to the survey success of this facility.

Name: Title:

Signature:

P

Answer key
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Order your copy today!

Please fill in the title, price, order code and quantity, and add applicable shipping
and tax. For price and order code, please visit www.hcmarketplace.com. If you
received a special offer or discount source code, please enter it below.

Title Price | Order Code| Quantity

Shipping*

- (see information below)
Your order is fully covered by P
a 30-day, money'baCk guarantee- (see information below)

Grand Total

2 Enter your special Source Code here: *Shipping Information

Please include applicable shipping.
Name For books under $100, add $10. For books
over $100, add $18. For shipping to AK, HI,
Title or PR, add $21.95.

. . **Tax Information
Organlzatlon Please include applicable sales tax.

States that tax products and shipping
Street Address and handling: CA, CO, CT, FL, GA, IL, IN,
City KY, LA, MA, MD, ME, MI, MN, MO, NC, NJ,

NM, NY, OH, OK, PA, RI, SC, TN, TX, VA,
VT, WA, WI, WV.

Telephone

. State that taxes products only: AZ.
E-mail Address P y

BILLING OPTIONS:
0 Bill me O Check enclosed (payable to HCPro, Inc.) [ Bill my facility with PO #
OBillmy (v one): OVISA [ MasterCard [AmEx [ Discover

Signature Account No. Exp. Date

(Required for authorization) (Your credit card bill will reflect a charge from HCPro, Inc.)

Order online at www.hcmarkeitplace.com
Or if you prefer:

MAIL THE COMPLETED ORDER FORM TO: HCPro, Inc. P.O. Box 1168, Marblehead, MA 01945
CALL OUR CUSTOMER SERVICE DEPARTMENT AT: 800/650-6787
FAX THE COMPLETED ORDER FORM TO: 800/639-8511

E-MAIL: custormerservice@hcpro.com
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