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D11-014 –Procedure
April 27, 2011
	TO:
	Regional Administrators
Field Services Administrators

Case Management Supervisors

Case Resource Managers

	FROM:
	Linda Rolfe, Director, Division of Developmental Disabilities

	SUBJECT:
	REASSIGNMENT OF NO PAID SERVICES (NPS) CASELOADS

	Purpose:
	To inform all DDD Field Services staff how the Division will manage NPS caseloads beginning in January 2011.  This bulletin supersedes DDD Management Bulletin D11-004 issued on January 10, 2011.

	Background:
	· Due to budget reductions, DDD no longer provides case management services to clients who do not receive a paid service.  DDD Central Office notified NPS clients of this change via a postcard mailing (see Client Communication attachment).  All NPS clients were transferred to an NPS queue effective January 3, 2011.

	What’s new, changed, or Clarified
	· This bulletin has been updated with two new attachments.  These include:

· A script to assist staff with re-routing NPS calls; and
· A copy of the DSHS 15-422, No Paid Services Group Form Letter, to be sent to clients when they are reassigned from a paid services caseload to the NPS queue.
· A cover memo for individuals who have been determined eligible and placed directly onto an NPS queue will be available soon.

	ACTION:
	Effective immediately, Field Services staff will follow the procedures listed below:
1.
DDD Central Office established an “NPS Queue” for each Reporting Unit.  Each queue contains the list of NPS clients assigned to that Reporting Unit.
2.
Each Region has a toll free number designated for the NPS cases.  There is a uniform recorded message for all regions that asks callers to leave their name, phone number, and a detailed message explaining the specific reason for their call.

3.
Designated workers will check the 1-800 numbers on a daily basis. All calls will be screened by a supervisor who will determine the appropriate response.

4.
Based on the supervisor’s screening:
a.
If the client is not requesting a paid service, provide the caller with phone numbers for community information and referral services.

b.
If the client is requesting a DDD service for which there are no resources available and does not require an assessment, refer the case to a Case Resource Manager (CRM) to process the request and send a Planned Action Notice (PAN) documenting the denial.  The case will remain on the NPS queue.

c.
If the client needs an assessment (e.g., meets the financial criteria for Medicaid Personal Care (MPC), is asking for a service for which funding is available, or is requesting a Home and Community Based Services (HCBS) Waiver and has no current assessment), the supervisor will refer the client to a CRM.
1)
The CRM will assign his/her name to the team for the NPS client.  The CRM will not assign his/her name as the primary CRM.
2)
The CRM will contact the client/family and schedule and complete an assessment with the client/family.  The CRM will do all the necessary paperwork to complete the assessment, obtain signatures, and send out the PAN. 

3)
If the client needs an eligibility review, the CRM will authorize MPC services month to month until the review is completed.  If the client does not meet eligibility criteria, the client will be transferred to the Home and Community Services (HCS) Division through the regular process.

4)
If it has been determined that a client will be a paid services client, the case will be assigned to a paid services caseload.

5)
If the client does not meet the functional criteria of MPC, the CRM will complete the PAN and remove his/her name from the team for the client, and the client will remain in the NPS queue.

5.
For newly eligible clients:

a.
At the time of eligibility, if a client does not require an assessment (e.g., does not meet the financial criteria for MPC or is asking for a paid service for which funding is not available), the eligibility worker will:

1)
Document any service requests;
2)
Send the PANs (for eligibility and service requests); and
3)
Assign the client directly to the appropriate NPS queue.
b.
If the client requires an assessment (e.g., meets the financial criteria for MPC, is asking for a service for which funding is available, or is requesting a HCBS Waiver and has no current assessment), the eligibility worker will contact the appropriate supervisor to assign the client to a paid services CRM.



	Related REFERENCES:
	None

	ATTACHMENT(S):
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	CONTACT(S):
	Shannon Manion, Chief, Quality Control and Compliance Monitoring
360/725-3454

maniosk@dshs.wa.gov
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STATE OF WASHINGTON

DEPARTMENT OF SOCIAL AND HEALTH SERVICES

DIVISION OF DEVELOPMENTAL DISABILITIES
PO Box 45310 e Olympia WA 98504-5310

PLEASE READ IMPORTANT NOTICE

Due to state budget cuts, on January 3, 2011, the Division of Developmental Disabilities (DDD) will no
longer have case managers for clients who do not receive a paid service.

For information about community resources, please call 211.
You may call 800-974-4428 if you need to request a paid service.

Sincerely,

s

Linda Rolfe, Director
Division of Developmental Disabilities
Aging and Disability Services Administration
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Process flow for Managing Requests from Clients on No-Paid Services Caseload
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RE:  No Paid Services Assignment

This letter is to let you know that because you are not currently receiving a DDD paid service you have been assigned to a No Paid Services group with the Division of Developmental Disabilities.  If you are approved to receive a DDD paid service in the future your case will be assigned to a case manager.  For information about community resources please refer to the enclosed information or call 211.

		You may call DDD at

		     

		If you need to request a paid service.  If you have any questions or





concerns please call.

Thank you.

Cc:
Client File


Client Representative


Provider(s)


INSTRUCTIONS

This form letter is designed to be sent when assigning a new client to the NPS queue established for their assigned reporting unit in the regions.  It is also used when a client is being moved from a paid services caseload to an NPS queue.

1.
Enter the client name and address.


2.
Enter the client representative name and address.


3.
Enter the designated toll free number for the client region.


DSHS 15-422 (02/2011) 


DSHS 15-422 (02/2011)




_1365340239.doc
		Script to assist with routing NPS callers back to the queue



		“Due to budget reductions you no longer are assigned a case manager.  In order to request paid services you are now required to call the toll free number.  If you are requesting information about resources available in the community you may call 211.” 


Staff Instruction:


· Provide the number to the caller and let them know that they will receive a return call within 5 days.  


· If the caller has an emergent need that is not life threatening, refer to the triage supervisor for prioritization.  
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STATE OF WASHINGTON

DEPARTMENT OF SOCIAL AND HEALTH SERVICES

DIVISION OF DEVELOPMENTAL DISABILITIES
PO Box 45310 @ Olympia WA 98504-5310

PLEASE READ IMPORTANT NOTICE

Due to state budget cuts, on January 3, 2011, the Division of Developmental Disabilities (DDD) will no
longer have case managers for clients who do not receive a paid service.

For information about community resources, please call 211.

You may call 800-319-7116 if you need to request a paid service.

Sincerely,

Linda Rolfe, Director
Division of Developmental Disabilities
Aging and Disability Services Administration
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STATE OF WASHINGTON

DEPARTMENT OF SOCIAL AND HEALTH SERVICES

DIVISION OF DEVELOPMENTAL DISABILITIES
PO Box 45310 e Olympia WA 98504-5310

PLEASE READ IMPORTANT NOTICE

Due to state budget cuts, on January 3, 2011, the Division of Developmental Disabilities (DDD) will no
longer have case managers for clients who do not receive a paid service.

For information about community resources, please call 211.
You may call 800-567-5582 if you need to request a paid service.
Sincerely,

Linda Rolfe, Director
Division of Developmental Disabilities
Aging and Disability Services Administration
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STATE OF WASHINGTON

DEPARTMENT OF SOCIAL AND HEALTH SERVICES

DIVISION OF DEVELOPMENTAL DISABILITIES
PO Box 45310 e Olympia WA 98504-5310

PLEASE READ IMPORTANT NOTICE

Due to state budget cuts, on January 3, 2011, the Division of Developmental Disabilities (DDD) will no
longer have case managers for clients who do not receive a paid service.

For information about community resources, please call 211.
You may call 866-715-3646 if you need to request a paid service.
Sincerely,

Linda Rolfe, Director
Division of Developmental Disabilities
Aging and Disability Services Administration
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STATE OF WASHINGTON

DEPARTMENT OF SOCIAL AND HEALTH SERVICES

DIVISION OF DEVELOPMENTAL DISABILITIES
PO Box 45310 e Olympia WA 98504-5310

PLEASE READ IMPORTANT NOTICE

Due to state budget cuts, on January 3, 2011, the Division of Developmental Disabilities (DDD) will no
longer have case managers for clients who do not receive a paid service.

For information about community resources, please call 211.
You may call 800-735-6740 if you need to request a paid service.
Sincerely,

Linda Rolfe, Director
Division of Developmental Disabilities
Aging and Disability Services Administration
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STATE OF WASHINGTON

DEPARTMENT OF SOCIAL AND HEALTH SERVICES

DIVISION OF DEVELOPMENTAL DISABILITIES
PO Box 45310 e Olympia WA 98504-5310

PLEASE READ IMPORTANT NOTICE

Due to state budget cuts, on January 3, 2011, the Division of Developmental Disabilities (DDD) will no
longer have case managers for clients who do not receive a paid service.

For information about community resources, please call 211.
You may call 888-707-1202 if you need to request a paid service.
Sincerely,

Linda Rolfe, Director
Division of Developmental Disabilities
Aging and Disability Services Administration
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DIVISION OF DEVELOPMENTAL DISABILITIES


VOICEMAIL MESSAGE FOR 1-800 NUMBERS

 FOR CLIENTS WITH NO PAID SERVICES

Hello, you have reached the Division of Developmental Disabilities.  If this is a life threatening emergency please hang up and dial 911.  

This message is for people who do not receive paid services.  


Our office hours are 8:00 a.m. to 5:00 p.m., Monday through Friday.  

Due to budget cuts, we can no longer provide case management to clients who are not receiving a paid service.   


If you are calling to request a service, please leave a detailed message.  Include your name, telephone number, and the city where you live.  Someone will return your call within the next 2 to 5 working days.


If you need information about community resources such as food banks, housing, or cash assistance, please call 211.

If you have an urgent situation that can’t wait, please press 0 to speak with the receptionist.

12/10/10




