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SCDHHS Guidelines for Out Stationed Staff Communication with Providers
As we continue to refine the work to provide more timely eligibility decisions, we strive for the following goals: 

1. Facilitate a work environment that allows the eligibility worker to be productive, efficient and provide quality work throughout the day with an emphasis on first touch resolution for eligibility determinations.

2. Create a positive customer experience for the applicant and their family.
How we are working applications, reviews and changes.

· The workforce is divided into virtual teams in which workers on a team are responsible for a particular pathway:  current work, backlog, changes, etc.   
· All work within a pathway is completed oldest to newest.  

· Applications and supporting documents should be submitted to SCDHHS Central Mail at PO Box 100101, Columbia, SC  29202 or via our toll free fax line:  1-888-820-1204.

It is recognized that eliminating communication between the out-stationed eligibility worker and the facility has a detrimental impact on the applicants and their families.  

What can the worker do? 

1. Process quick transactions outside of workflow for up to an hour each day, in communication with direct supervisor. Quick transactions include, for example, deeming infants, 181 requests and collecting application/paperwork from patients to be scanned. The worker should complete any other pending actions associated with the applicant/beneficiary at this time and addressed in all appropriate systems.    

2. Give quick status updates and answer questions for the facility as time permits.  This should take up no more than 30 minutes of time each day, preferably first thing in the morning.  

3. Conduct face-to-face visits with applicants/beneficiaries and Authorized Representatives to assist with the application or review process.  This can include making appointments with the applicant/AR.  

4. Where applicable, work with facilities to obtain basic customer information, such as name and purpose of visit to allow for appropriate triaging of work.  

5. Communicate known issues to their supervisor. This can include communicating urgent issues regarding a pending application or review, communicating the need for training on the Medicaid application process or responsibilities and process for establishing an authorized representative. 

6. Complete administrative changes, including address changes, name changes, etc.

What can the worker not do?  

1. Complete tasks not associated with the Medicaid eligibility process. (Except for workers who currently process MIAP and Charity applications.)  

2. Attend facility meetings to provide status updates based on lists from the facility if outside the 30 minutes allotted each day.
3. Prioritize applications not escalated by a Supervisor or Performance Manager.

We appreciate your patience and understanding as we continue to work towards more efficient, timely and accurate application processing for our long term care applicants.  We share the same goal of helping the applicant / beneficiary and their family with this complicated process.  As always, we welcome any feedback you provide so that we can continue to improve and I look forward to our ongoing partnership. 


