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DDA MANAGEMENT BULLETIN
D16-019 – Procedure
November 2, 2016

	TO:
	All DDA Staff

	FROM:
	Don Clintsman, Deputy Assistant Secretary
Developmental Disabilities Administration (DDA)

	SUBJECT:
	[bookmark: _GoBack]Service Referral and Information Requests:  E-mail, Web Form, and Voice Mail

	PURPOSE:
	To provide information and direction to field staff about the Service Referral and Information Request process.  There are now phone, e-mail, and web form options to request DDA paid services or information about DDA.

	BACKGROUND:
	All No-Paid Services (NPS) clients were transferred to an NPS queue on January 3, 2011.  DDA Central Office established an “NPS Queue” for each Reporting Unit.  Each queue contained the list of NPS clients assigned to that Reporting Unit.

To help those on the NPS queue request services, each region established a toll free number designated for the NPS clients to request information or services.  The regions established uniform voice messaging that asked the caller to leave their name, phone number, and the detailed reason for the call.  The uniform messaging was updated in 2016.

In 2014, the Legislature passed Senate Substitute Bill 6387, which directed DDA to create the Individual and Family Services (IFS) Waiver in an effort to increase service availability and reduce the number of DDA clients waiting for services.

In 2015, a No-Paid Services Lean Project was held.  Outcomes from the project included:  renaming the No-Paid Services Request Line to the “Service Referral and Information Request Line”, developing a new Service Referral and Information phone line script, updated email addresses, and a web form.  These new and updated tools were designed to make it easier for clients listed on the NPS queue to request services.

	WHAT’S NEW, CHANGED, OR CLARIFIED
	The No-Paid Services phone line is now known as the “Service Referral and Information Request Line.”  A Service Referral and Information request phone line script was developed and voice messages have been updated in the field service offices.

The following email addresses replace previously used email addresses:

Region 1:
R1ServiceRequestA@dshs.wa.gov - Adams, Chelan, Douglas, Ferry, Grant, Lincoln, Okanogan, Pend Oreille, Spokane, Stevens, Whitman
R1ServiceRequestB@dshs.wa.gov - Asotin, Benton, Columbia, Franklin, Garfield, Kittitas, Klickitat, Walla Walla, Yakima

Region 2:
R2ServiceRequestA@dshs.wa.gov - Island, San Juan, Skagit, Snohomish, Whatcom
R2ServiceRequestB@dshs.wa.gov – King

Region 3:
R3ServiceRequestA@dshs.wa.gov - Pierce, Kitsap
R3ServiceRequestB@dshs.wa.gov - Clallam, Clark, Cowlitz, Grays Harbor, Jefferson, Lewis, Mason, Pacific, Skamania, Thurston, Wahkiakum

The Service Referral and Information Request web form is available from two locations at www.dshs.wa.gov/DDA:  DDA Eligibility Internet page and the IFS Waiver Internet site.  This web form routes requests to the e-mail addresses listed above, but also includes prompts to ensure the person requesting a service or information about DDA provides the minimum information for the request to be acted upon.

	ACTION:
	Effective immediately, designated regional staff will:

· Listen to the Service Referral and Information Request phone line voice messages on a daily basis;
· Check the Service Referral and Information e-mails on a daily basis; and
· Respond to service and information requests in a timely manner using regional processes.

	RELATED REFERENCES:
	Intake and Eligibility Internet site
Waiver Program
Individual and Family Services Waiver Internet site
Service Referral and Information Request

	ATTACHMENTS:
	

	

	CONTACT(S):
	Lonnie Keesee, IFS Waiver and SSP Program Manager
Lonnie.Keesee@dshs.wa.gov
360/725-3415

Ann Whitehall, HCBS Waiver Unit Manager
Ann.Whitehall@dshs.wa.gov
360/725-3445

Beth Krehbiel, Eligibility and Payment System Unit Manager
Beth.Krehbiel@dshs.wa.gov
360/725-3440
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Referral and Information Request  Voicemail Script.docx
DEVELOPMENTAL DISABILITIES ADMINISTRATON

VOICEMAIL MESSAGE FOR 1-800 NUMBERS

 FOR CLIENTS WITH NO PAID SERVICES





Hello, you have reached the Developmental Disabilities Administration Service Request and Information Line.  If this is a life threatening emergency please hang up and dial 911.  

This phone line is for people who do not have a case manager.  If you have a case manager, please press “0” to be directed to your case manager.

Please leave a detailed message about what you need.  Include your name, the name and the spelling of the person you are calling about, your telephone number, and the city where the person lives.  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.
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The IFS Waiver is Enrolling Now


The Individual and Family Service Waiver helps support families who have a  
family member with a developmental disability who is three years or older by 
providing a choice of services to help maintain and stabilize the family unit.


Call an office near you:


Spokane: 	 1-800-319-7116


Yakima: 	 1-866-715-3646


Seattle: 	 1-800-974-4428


Everett: 	 1-800-567-5582


Tacoma: 	 1-800-735-6740


Olympia:  	1-888-707-1202


If you or your family member has a developmental 
disability and you live together in your family home,  
you may be eligible to receive many services, such as: 


•	Respite care
•	Nursing services
•	Specialized Medical Equipment and Supplies 
•	Assistive Technology 
•	Behavior Support 
•	Community Engagement Support 
•	Environmental and Vehicular Modifications
•	Staff/Family Consultation and Training
•	Supported Parenting Services
•	Peer Mentoring
•	Person Centered Planning Facilitation 
•	Therapeutic Equipment and Supplies
•	Physical, Occupational, and Speech Therapy
•	Transportation


Or request IFS Waiver online at:
www.dshs.wa.gov/dda/service-and-information-request
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