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H15-083 – Information
December 1, 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 (HCS)
Don Clintsman, Deputy Assistant Secretary, Developmental Disabilities Administration (DDA)

	SUBJECT: 
	Call Center Support for Providers

	Purpose:
	To inform field staff of the new call center for Individual Providers and the continued call center support at the Health Care Authority for 1099 providers.

	Background:
	SSPS and the CASIS authorization system are being replaced by a new timekeeping system called Individual ProviderOne. The new Individual ProviderOne (IPOne) call center opened November 1 to provide support to Individual Providers as they transition to a new payment system. 1099 providers transitioned to a new call center operated by the Health Care Authority in September 2015. 

	What’s new, changed, or Clarified:
	Individual Providers have the IPOne call center to help them transition to the new payment system. The IPOne call center is located in SeaTac, Washington, all employees are bilingual, and 12 languages have a direct line. The call center will utilize Language Line for callers with a primary language other than one of the top 12 languages offered. Before W2 Go-live, Individual Providers will call the IPOne call center about the contents of their Welcome Packet, training materials, and other transition concerns.
Individual Providers will have two call centers while in the process of transitioning to IPOne. The SSPS call center will continue to answer Individual Providers questions about payments made through SSPS and tax reporting questions for payments made through SSPS. ProviderOne 1099 providers will continue to receive billing support from the Health Care Authority call center. 

	ACTION:
	Please assist providers by taking the following actions:

1. Case Managers will continue to work to resolve authorization issues such as updating the services or units and resolving authorization errors as needed.

Payment system issues will continue to be resolved as listed below:

a. Case managers obtain assistance and report issues they cannot resolve to their supervisor;
b. Supervisors obtain assistance and report issues they cannot resolve to the HCS/AAA JRP or DDA Payment Coordinator;
c. HCS/AAA JRP or DDA Payment Coordinators escalate issues as needed to the administration contact listed below or to the IPOne Program Support Specialist assigned to their area. 
i. The IPOne Situation room (SIT Room) site located on the intranet has information about additional support resources available during the stabilization phase.
2. Providers contacting the case manager or other staff with payment concerns will be redirected to the appropriate call center:

a. IPOne call center information (for Individual Providers)
IPOne Operating Hours

11/02/15 through 12/31/2015 
7:00 AM to 7:00 PM, Monday – Friday 
8:00 AM to 1:00 PM, Saturday Beginning 1/02/2016
IPOne Provider Contact Information

Phone: IPOne Phone List for Providers
Website: http://www.ipone.org/ 
b. HCA call center information (for 1099 providers)
HCA Operating Hours

7:30 AM and 4:30 PM, Monday – Friday
HCA Provider Contact Information

Phone: 800-562-3022 (after the short introduction, press 5 for Providers, then 1 for Social Services) 

Web form: Social Service Provider Web Form 
Website: DSHS ProviderOne 


	CONTACT(S):
	Dustin Quinn Campbell, Program Manager
360-725-2535

QUINNDW@dshs.wa.gov
Beth Krehbiel, Program Manager

360-725-3440

KREHBB@dshs.wa.gov
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