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H15-064 - Policy & Procedure
September 4, 2015
 AMENDED: September 18, 2015

	TO: 
	Home and Community Services (HCS) Division Regional Administrators 
Area Agency on Aging (AAA) Directors
Developmental Disabilities Administration (DDA) Regional Administrators

	FROM:
	Bea Rector, Director, Home and Community Services Division

Don Clintsman, Deputy Assistant Secretary, Developmental Disabilities Administration

	SUBJECT: 
	Updating Addresses and Returned Mail

	PURPOSE:
	To provide direction for:
· [bookmark: _GoBack]Properly entering addresses into CARE to minimize returns from the post office.
· Handling returned mail following high volume mailings sent from headquarters.

	BACKGROUND:
	Clients receive letters or information from various sources including Headquarters, ProviderOne, Financial Services, and Social Services through the mail. When addresses for clients and/or their representatives are incorrect, crucial information is delayed or does not reach the client. Not receiving Department mailings places clients at risk of losing services because they do not receive critical information or requests that explain what we need from them.

Wellness Education has been added to the following waivers:
· Basic Plus and Core (DDA), and 
· COPES (HCS). 
This service provides monthly information that is mailed to each enrolled client and their designated representative (identified as a collateral contact with the role of NSA Representative, P1 Client Letters, DPOA Healthcare, or Guardian). The mailing addresses are pulled from the CARE system, so it is imperative for those fields to be maintained accurately at all times. 


All information sent to clients will be provided in the language identified in CARE when “Yes” is chosen in the “Need to translate documents?” box.

Note:  Wellness Education is translated into the following 17 languages: Russian, Spanish, Chinese, Korean, Vietnamese, Ukrainian, Tagalog, Farsi, Arabic, Samoan, Laotian, Cambodian, Somali, Punjabi/Panjab, Romanian, Ilocano, and Serbo-Croatian.

	WHAT’S NEW, CHANGED, OR
CLARIFIED
	Addresses for clients and designated representatives in CARE are used to provide the Wellness Education service. To ensure efficient and timely delivery, addresses must be maintained in the correct United States Postal Service (USPS) format in all systems.

Returned mail is a significant issue.  Addresses in CARE must be complete, accurate, and updated when there is a change.   Do not rely on other systems such as ACES for contact information.

	ACTION:
	1. Addresses in CARE must:
a. Be verified with the client or their representative.
b. Be verified against the address in ACES and if they do not match, financial must be advised of the correct address.
c. Be entered in accordance with the United States Postal Service (USPS) guidelines (see references attached to this MB).
d. Have the full address entered for collateral contacts.
i. The collateral contact roles commonly used for mailing information include: “Guardian”, “DPOA”, “P1 Client Letter”, and “Personal NSA”.
e. Not use additional information such as “other”, “lives with client”, “same”, or “guardian” in any address field.
f. Be checked in the Client Contact screen to indicate whether the address is the client’s residence, mailing address, or a temporary address.
i. If the client’s mailing address is the same as their residence address, check the “Mailing same as residence” box in the Residence screen. This indicator will pull to the client contact screen. If the client has a different mailing address than residence address, use the client contact screen to enter the mailing address and check the box indicating “Mailing (M)”

2. Choosing the correct language in CARE when a language other than English is required:
a. On the Client Details screen, the question “Need to Translate Document?” should be answered as follows:
i. Choose “Yes” when the client requires written documents in a language other than English or when the client does not read and their representative requires written documents in a language other than English.
ii. Choose “No” when the client does not require translated written documents or when the client does not read and their representative does not require translated documents.
b. On the Client Details screen, document the written language of the client or the representative who assists the client in the “Written Language” field. Choose the language into which written documents should be translated.  If “Other” is chosen, the language other than English must be identified in the Language Description field.

3. Returned mail from high volume mailings sent from headquarters will be forwarded to the regional offices.  There may also be cases where the returned mail is inadvertently sent to the Barcode Document Management System (DMS) and forwarded to the case manager. In either case, the case manager:
a. Determines the accurate address and corrects it in CARE.
b. Re-mails the letter to the corrected address for the client, representative, or guardian that did not receive the letter.
c. Communicates any address changes to the financial services specialist as required.
d. Does not send a copy of the letter to DMS.
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	ATTACHMENT(S):  
 
	1. USPS Publication 28 – Postal Addressing Standards Website http://pe.usps.gov/text/pub28/welcome.htm 

2. Addressing mail and returned mail cheat sheet



	CONTACT(S): 
	Rachelle Ames, CARE/Case Management Program Manager
(360) 725-2353
AmesRL@dshs.wa.gov

Debbie Johnson, COPES Program Manager
(360) 725-2531
Debbie.Johnson2@dshs.wa.gov

Tracey Rollins, CFC Program Manager
(360) 725-3216
Tracey.Rollins@dshs.wa.gov

Jaime Bond, DDA State Plan Unit Manager
(360) 725-3466
Bondjl@dshs.wa.gov
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Address Cheat Sheet.docx
Address Entry Cheat Sheet

USPS preferred address style:



MR JAMES SMITH		

123 N 5TH DR APT C				

ANYTOWN ST  12345-1234





Tips learned from high volume mailings:



· Do not use punctuation marks in any part of the address.

· When entering a post office box, enter it as PO BOX with no punctuation marks.

· Commas must not be used to separate room or apartment numbers.

· Do not put a period after an abbreviation like ST, AVE, APT, etc.

· The pound sign “#” is not necessary for APT, BLDG, RM, STE numbers (e.g., APT # 45 should be APT 45).  If a pound sign is used, there should be a space between it and the number (e.g., # 354).

· Do not use a hyphen between street address and street number (e.g., 143 – 15th Ave should be 143 15th Ave).



· The zip+4 is not required.  If used, use this format 12345-1234 only.

· Mail is often returned because of zip+4 errors, it is acceptable to leave out the +4 and use only the 5 digit zip code.



· State abbreviations should be in all CAPS (e.g., WA, OR, ID, MT) and should not include a period at the end of the abbreviation.  



· For addresses that include a street name that is a number, like 3rd Avenue, be sure there is no space between the 3 and the “rd” as the USPS would read 3 rd as three road and not third.


· For street names that are letters, like M street, do not put the street name in quotation marks.



· CARE has two fields for the address - Address and Address Line 2; do not enter information like “Guardian” or “same” into either of these fields. The fields must only include appropriate address information.  Only when it is required, you may enter “C/O” or “ATTN” in the Address line (first address line).



· The mailing address field on the Client Contact screen in CARE should be the client’s mailing address.  If a collateral contact with role of guardian, DPOA, P1 Client Letter or Personal NSA needs to receive copy of client’s mail then the rep’s mailing address should be in the collateral contact screen under their name.



· [bookmark: _GoBack]If a collateral contact lives with the client, the collateral contact screen still needs to indicate that person’s mailing address in the format described above.  Do not type in “same as client” or any other similar text. When mailing lists are generated from CARE, the address line for collateral contacts who need to receive a copy of the client’s correspondence cannot be blank, or include text as this is not acceptable for mailing purposes.



· Avoid using one address entry section to enter two separate addresses as illustrated in the example below; which shows the entry of a street address and a PO Box. These are two separate addresses and should be treated as such.  Enter residence addresses and mailing addresses separately in CARE.



· WRONG:

1201 Broad St E

PO Box 1001

Funtown WA 98765



· CORRECT:

Address Type: Mailing

PO Box 1001

Funtown WA 98765



Address Type: Residential

1201 Broad St E

Funtown WA 98765



· Clients in Assisted Living Facilities have their own unit/room number and the address must include a room or unit number.



· Always double check addresses with the client.



· Always verify the address against the address listed in ACES 	

· Make sure the correct address gets into CARE.

· If the ACES address in not correct, notify financial.
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