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                                     >>SPEAKER  How was lunch? That was a

                                     good southern lunch wasn't it? We're

                                     ready to get started. For the next hour

                                     we're going to be talking about more nuts

                                     and bolts. Can I have everybody's

                                     attention please?

                                     We're going to be talking about more nuts

                                     and bolts. Okay we're going to be talking

                                     about training workers, payroll process,

                                     claims processing, a little bit more about

                                     policy and procedures and then a biggy,

                                     liability. So I'll turn the microphone over

                                     to our set of experts here and we'll get

                                     started.

                                     >>FEMALE  GWEN  Drum roll please?

                                     Before lunch, we talked about all of that

                                     page. Your payroll processes should

                                     always have a verification report. Now we

                                     do all of our payroll manually, and I know

                                     Ginger does it a different way. She does

                                     an automated system, and we are looking

                                     at the automated system now, but quite

                                     frankly, I'm kind of struggling with that a

                                     little bit because our payroll clerks have

                                     been with us for many, many, many years,

                                     and once we go automated, we will have

                                     to eliminate three positions, and so Phil

                                     and I we're kind of struggling with that,

                                     but I think using an automated system is

                                     much more efficient, it's much more

                                     accurate. So do you want to talk about

                                     your system a little bit, Ginger?

                                     >>FEMALE  GINGER  Like I mentioned

                                     several times, our database, our

                                     timesheets serve for the consumer record

                                     as well as our payroll records. So we still

                                     have to enter them, and then we -- our

                                     system is able to send it to an actual

                                     payroll company is how we have ours and

                                     I think what you were kind of talking

                                     about is in the event that telephony would

                                     come into play. That is a way you would

                                     call in from the home. You would call the

                                     800-number and that would mark your

                                     start time and then when you're ready to

                                     leave, it would mark your end time and

                                     there are many systems out there that

                                     can do this.

                                     What we have problems in Wisconsin is

                                     believe it or not with the state Medicaid,

                                     they still want paper, so even if you went

                                     telephony, we would still have to print off

                                     every one and have the consumer and

                                     worker sign it so I don't know how soon

                                     that's going to come for us but we'll still

                                     have the paper but like I said, our data

                                     package does send the information

                                     directly to the payroll company. They

                                     write the checks. They send them out.

                                     They calculate taxes, and generate the

                                     W-4s at the end of the year.

                                     >>FEMALE  GWEN  We actually do all of

                                     that process in-house. The personal

                                     assistants will submit their time cards and

                                     we have payroll clerks that verify those,

                                     and we've developed a verification report

                                     that has the personal assistant's name on

                                     it, the consumer's name, how many hours

                                     have been authorized by the case

                                     manager, how many hours have been

                                     authorized by our supervisor, it will have

                                     a break in service, if the person is in the

                                     hospital so if the person is in the hospital,

                                     it will indicates, and the dates, so we

                                     make sure when we're verifying those

                                     time cards that we don't pay for that

                                     period of time. And plus we contract with

                                     four health plans and so we have to make

                                     sure that we bill the right health plan so

                                     they indicate that, and they also verify

                                     signatures, the consumer and the

                                     personal assistance services signature

                                     and dates and that kind of stuff.

                                     >>FEMALE  AMI  It actually is pretty

                                     similar, I mean ours is probably a little bit

                                     less sophisticated, because like you say, it

                                     really is any sort of cross referencing is

                                     done, it's done by consumer versus by PA,

                                     and so it will aggregate a consumer's

                                     approved plan, it calculates across to

                                     make sure that you don't have more than

                                     one worker working at the same time, and

                                     if so, that there's an exception that that's

                                     marked, and then it calculates it across

                                     and for the first half of the month, it

                                     compares it to the total monthly plan, and

                                     then at the end of the month, the last pay

                                     period, it sort of adds everything all the

                                     way across and down to make sure that

                                     they have not exceeded their approved

                                     plan but theoretically, you could have

                                     somebody who would use all of their

                                     monthly allotment within that first half of

                                     the month, but we don't tell them that

                                     they can't. We simply flag it and then at

                                     the end of the month, it wouldn't allow

                                     any more hours.

                                     >>MALE  MIKE  We use color coded. We

                                     don't have time sheets and they're color

                                     coded according to the waiver. So real

                                     simple, so you know which one it's on.

                                     >>FEMALE  AMI  There's one on the wiki

                                     that's an example. This is the kind of thing

                                     you want to look at your state. Our state,

                                     some of the programs have real specific

                                     requirements, and so even though, for

                                     example, we have the self directed on our

                                     frail/elderly and on our DD waiver, they

                                     do require that people put in service

                                     codes so they indicate what they've been

                                     doing in those times, within that time

                                     frame, and they've even got like

                                     templates, what they'd like to see that are

                                     available for contractors, but then on our

                                     physically disabled waiver, there's no

                                     requirement like that. If I had my way, it

                                     would be the same on the PD as it is on

                                     the other.

                                     >>MALE  MIKE  The clerks come in and

                                     separate sheets by waiver.

                                     >>FEMALE   AMI  It's very sophisticated,

                                     there's a lot of very sophisticated excel

                                     spreadsheets.

                                     >>FEMALE   We process minimum 3,000

                                     time sheets per week, so per pay period,

                                     six,000 + pieces of paper to deal with.

                                     >>FEMALE   GWEN  We do the same

                                     amount that they do on a weekly basis so

                                     you have a very, very small window to

                                     process time cards, and I do want to ask

                                     Ami one question. She mentioned service

                                     codes on your time cards. Is that the task

                                     that they are providing? Okay, because

                                     we also have the task, like they'll have the

                                     date, the hours that they worked, and

                                     then what task that they completed

                                     during those times on the time cards. So

                                     the codes are kind of nice. I like that idea.

                                     >>FEMALE  AMI  Yeah because

                                     housekeeping laundry is an H or

                                     whatever. Our concern with kind of a

                                     system like that, quite honestly, has been

                                     when you look at the post pay

                                     recoupments, say that you had somebody

                                     who worked from 8:00 to 10:00 every day

                                     for a month and they put in the codes

                                     were housekeeping, personal care, and

                                     toileting. Well if the agency that does the

                                     audits for the state were to come back in,

                                     and say, "Oh wait a minute, this person's

                                     attendant care worksheet only allowed for

                                     housekeeping and not the personal care,"

                                     then the state, I have a very serious fear

                                     that the state would then try to come

                                     back in and try to recoup us for that entire

                                     period of time for a service that was not

                                     written in the attendant care worksheet

                                     notwithstanding the fact that it's a self

                                     directed program. And we really are very

                                     militant about that self direction thing and

                                     to the point that, really, you know, if you

                                     want, it's like I tell folks, if you have 10

                                     hours a month to do housekeeping, and

                                     it's the month that your kids are gonna

                                     start school and instead you want to have

                                     a PA take you out and go school shopping

                                     and that's what you need to be able to

                                     continue to live independently in the

                                     community and do what you need to do,

                                     then I don't care. I mean that's fine. Our

                                     program doesn't say that you can't do

                                     that.

                                     >>MALE  MIKE  Looking at ourself

                                     directed laws, and they're in the wiki, it

                                     says that recipients have the right to

                                     manage and control their services, and so

                                     we think actually the state is violating

                                     people's rights under state law, and that

                                     CMS is illegal. I asked CMS point blank if

                                     our state was actively violating the

                                     nursing laws, would you just blow it off,

                                     no big deal, don't care? They even said

                                     well no, that would be a big problem, but

                                     this other set of laws, hey state violates

                                     them, they don't care and it's a real big

                                     problem and so again, as an area of

                                     advocacy, state and in federal

                                     government, CMS doesn't really fear to

                                     keep people's rights to self direct and so

                                     on at the same kind of level as a function

                                     of quality. We think self direction is a

                                     function of quality and they just don't

                                     keep it up there at the same level and I

                                     think it's a real flaw, federally, that they

                                     don't, so there's an area we can advocate

                                     nationally on.

                                     >>SPEAKER  SUZANNE We saw a service

                                     code attendant care and it includes

                                     everything, so you don't have to detail.

                                     >>MALE  MIKE  On the PD waiver, the

                                     three service, permanent service,

                                     assistive service, right and it's things that

                                     you would do, and that's why we did it

                                     that way but unfortunately, Department

                                     on Aging and some of the other.

                                     >>SPEAKER  SUZANNE  Real easy fix.

                                     >>MALE  MIKE  Administrative agencies

                                     aren't as progressive.

                                     >>FEMALE   GWEN  The health plans that

                                     we work with in Arizona are very solid.

                                     They continually invite us over to do

                                     workshops for their case managers. We

                                     did an employment workshop for their

                                     younger consumers not too long ago, and

                                     so they, I'm just very, very pleased and so

                                     if they needed to go shopping or anything

                                     of that nature, that would be totally

                                     acceptable. If we provide services to a

                                     student, for example, you know that

                                     student can go and assist them in the

                                     classroom, and those kinds of things, so

                                     Arizona is very progressive in terms of IL.

                                     >>SPEAKER  SUZANNE  Area is the only

                                     state that works under the limits of what

                                     they don't appeal to the rules that other

                                     states are going to.  There's a going trend

                                     for acute care or long term services to be

                                     bundled under 1115 and that gives you,

                                     like Arizona, more flexibility. We see this

                                     in Vermont and Kentucky and a couple

                                     other place, but it is nice to make its own

                                     rules.

                                     >>MALE  MIKE  Again our state, same

                                     thing, we used to have that relationship,

                                     like I said we sat down, we wrote waivers

                                     together. It's really kind of a shock how

                                     change in administration can really still

                                     change people's worlds. And part of that,

                                     I'm convinced, is because there's no kind

                                     of national/federal, that's why some of

                                     us, like that have been working so hard

                                     for a national/federal sort of program,

                                     that's the same nationally to kind of get

                                     this variation out.

                                     >>FEMALE  GWEN  Advocacy can never

                                     stop. That is no question. But anyway

                                     back to the payroll process, you need to

                                     set a due date for time cards and you

                                     need to pretty much stick with that. Ours

                                     is noon on Mondays. Now we do make

                                     exceptions on occasion, you know, if

                                     someone has, if it's an emergency or

                                     something, we'll make exceptions but

                                     quite frankly, we hear every excuse in the

                                     world, as to why a time card is late, and

                                     with such a small window to process

                                     payroll, you just can't accept all those

                                     excuses and sometimes people get kind of

                                     angry at you. We've even gotten to the

                                     point, because people can fax their time

                                     cards to us because it's such a large area,

                                     and they'll say, "I faxed it in, your fax

                                     machine was broken," and so we actually

                                     have them provide us a verification with

                                     the time on it, and if they can do that,

                                     then we'll go ahead and pay it but

                                     sometime you just have to draw a line,

                                     you know. But you have to use some

                                     common sense as well. If you have an

                                     employee that's on time all the time and

                                     they just never are a problem with you,

                                     then you're going to take it, but if you

                                     have someone that is just continually late

                                     and always has excuses, I mean you guys

                                     don't experience, this, right?

                                     >>FEMALE  GINGER  It screws up lot of

                                     stuff, it screws up a billing, if you're

                                     missing one day out of the work, you have

                                     to recoup the whole week, what you bill,

                                     and then rebill it again, and with some of

                                     our SSI managed care contracts, we only

                                     have 30 days to bill, so they don't see to

                                     understand, they say, "Well let me turn in

                                     two weeks at one time," well I see your

                                     point but this is what's going to happen.

                                     We do allow some of our workers to mail

                                     in their time sheets but we tell them that

                                     they are taking the risk of them getting to

                                     our office on time. If they do mail them in,

                                     look at the postmark to see if it was

                                     postmarked on that Monday. We have a

                                     4:00 cutoff on Mondays for our time

                                     sheets, but we have terminated people for

                                     just not following that, and it's like this is

                                     your time sheet. If you can't do that, then

                                     what are you doing in the home? Are you

                                     kind of sloppy in how you're delivering

                                     service?

                                     >>FEMALE  AMI  Ginger had a really good

                                     point. That you also have to have a policy

                                     on how late after you'll accept time

                                     sheets, so we had cases where somebody,

                                     you know, maybe they work a couple of

                                     hours. They kind of do backup stuff and

                                     work a couple hours here and a couple

                                     hours there and they like wait and it's not

                                     the major part of the person's plan of care

                                     so we know that they're getting most of

                                     their services so it hasn't been flagged

                                     that way, but then we'll get six months

                                     worth of time sheets, get 12 time sheets,

                                     and somebody wants to get paid and to be

                                     honest with you, the state system, after

                                     90 days, you can't bill beyond sort of that

                                     window, and so again you have to kinda

                                     know what are the limits to the state

                                     program? What are the limits to your

                                     patience? And then make sure that's

                                     already spelled out for them.

                                     >>FEMALE   GINGER  Make sure you're

                                     following your labor laws closely. We'll

                                     get a handful of time sheets turned in

                                     late, we can't bill them, we still have to

                                     pay them but again that's why your

                                     policies and procedures help you out. It's

                                     like I'd rather pay that and terminate the

                                     worker rather than have to go through an

                                     EEOC claim.

                                     >>FEMALE  GWEN  Be sure and clearly

                                     inform your personal assistants of when

                                     pay day is, when pay day is, when there's

                                     a holiday. Our pay day never changes. We

                                     make, except well we just changed

                                     schedules in-house to make sure our pay

                                     day is the same day every week so that

                                     works pretty well for us, but when you

                                     have an employee that will call you and

                                     say, "Aren't I going to get paid early?" No.

                                     The other thing ceremonial pitch don't

                                     ever release a check early. Once you open

                                     that door, everyone that you can imagine

                                     will hear about it, and they'll want you to,

                                     instead of giving them the check on

                                     Friday, they'll want to come pick it up on

                                     Thursday. "I'm leaving town," or

                                     whatever the excuse may be. Never give

                                     payroll advance. Again, once you open

                                     that door, then it's open to everybody.

                                     You have to be fair to everyone.

                                     >>FEMALE  GINGER  We use direct

                                     deposit and we used this for a couple

                                     years and I will admit I was resistive to

                                     doing that and I understand the county

                                     appreciated that, it was easy for them to

                                     reconcile the accounts. One reason I

                                     always like them to have to come to the

                                     office to pick up their check is that gave

                                     me at least every other week I had an

                                     opportunity to see the PCWs and once we

                                     went to direct deposit, it helps our

                                     bookkeeping but then you're losing that

                                     contact that you have with your worker a

                                     little bit. I let go, I let go.

                                     >>FEMALE  GWEN  We just pray people

                                     have direct deposit because it makes life

                                     so much easier for us.  We actually have

                                     Wells Fargo, Bank of America, all of the

                                     banks come in to each of our centers and

                                     try to register people for direct deposit,

                                     even if they can't get an account of their

                                     own because they're an employee of ABIL,

                                     they'll go ahead and sign them up for

                                     direct deposit. Always pay on time.

                                     >>FEMALE  GWEN  Don't mess with their

                                     money, that's true. Never have

                                     insufficient funds. It will ruin you in a

                                     heart beat. Gossip goes a long way and

                                     you'll lose your PA, you'll lose your

                                     consumer and your reputation so be very,

                                     very careful, and you know, I know that

                                     when we were first starting, we didn't

                                     have any money, and so we had to watch

                                     that very, very close. That's one reason

                                     why we decided to pay weekly was so we

                                     could turn our money around a little

                                     faster, and then we were going to change

                                     to every two weeks, and the employees

                                     just threw a fit after that, so once you

                                     offer it, you can't take it back.

                                     >>FEMALE  AMI  That is a really good

                                     point. Anything that comes up, you really

                                     have to be very proactive, really ahead of

                                     it. Mike told the story yesterday about

                                     somebody who got a hold of and was

                                     reproducing checks on the agency

                                     account. Well, when those all began to

                                     come in, you know I personally went

                                     down and spoke to like the local grocery

                                     store where people were trying to cash

                                     these checks, you know. Our bank was

                                     right on top of it to cover it and they

                                     covered them through our fraud

                                     agreement but nonetheless, I still went

                                     down and made -- you don't want your

                                     agency checks being rejected when

                                     somebody goes to the cashier's cage to

                                     cash it. You know and so you want to

                                     make sure that you jump, if you see

                                     something like that, you've got to jump

                                     right out ahead of to make sure people

                                     know, "We're aware of this, we're taking

                                     care of it, and we're good for it, it will be

                                     okay."

                                     >>MALE  MIKE  Notwithstanding direct

                                     deposit, we look it, too, but a lot of

                                     people, their bank is their back pocket and

                                     they're taking their paycheck right down

                                     to Wal-Mart or wherever and cashing it

                                     and that's how they live, in their pocket

                                     until the next one and being able to cash

                                     that check and having your payroll checks

                                     not be cashed at Wal-Mart, yeah, the

                                     reputation is like whoa, that's a real, real

                                     problem because it's not Phoenix or

                                     Milwaukee or anything, but it's a tush ban

                                     area. It's a little city and word gets

                                     around so fast.

                                     >>FEMALE  GINGER  If you make a

                                     mistake on their check, you know, there

                                     are people make mistakes clerical errors

                                     happen, whether $25 or $50, but that

                                     worker was counting on that money and

                                     when it's fault, I don't care how low of

                                     hours, if they want that money, we write

                                     them a check on pay day, so you try and

                                     very diligent in fixing up the mistakes you

                                     actually make.

                                     >>FEMALE   GWEN  We do the same thing,

                                     because many people do paycheck to

                                     paycheck and sometimes because our

                                     main office is in Phoenix and we allow

                                     pickup in Mesa and on the West Side, if

                                     we had made a mistake, we will hand

                                     carry that check to Mesa or to the West

                                     Valley to prevent that person from coming

                                     to our office to pick up that check, and

                                     you have to take care of your people like

                                     that. I just wanted to say one thing that

                                     Ami was talking about, the forged check.

                                     We actually had that, too. And when we

                                     found out about it, someone had paid for

                                     their whole wedding. (Audience gasps)

                                     they did, they bought their dress at

                                     Dillard's, they bought their cake, you

                                     know, it was unbelievable but they paid

                                     for their whole wedding and luckily we

                                     had fraud advantage.

                                     >>FEMALE   AMI  Did they buy the

                                     marriage license, too?

                                     >>FEMALE  GWEN  They were a little

                                     smarter than that. Their first anniversary,

                                     that's a kick.

                                     >>MALE  PHIL  We had that check fraud

                                     thing many times and I remember at one

                                     time it got to the point where the police

                                     pulled over a car, and a couple teenagers,

                                     your young men, they had a whole

                                     trunkful of thousands of checks with

                                     ABIL's name on every single one.  I mean

                                     they had a racket going, but we, Wells

                                     Fargo, we're not with Wells with Positive

                                     Pay where there's actually bank

                                     verification of every single check and so

                                     we have not had the check fraud issue

                                     since that time, so the banks do have an

                                     ability to kind of resolve that as an issue

                                     for you these days.

                                     >>FEMALE  GWEN  Issuing payment

                                     without the case manager's authorization.

                                     As I said earlier, it says clearly on the

                                     bottom of that authorization that this

                                     does not guarantee payment. And

                                     fortunately, most of the case managers

                                     will go ahead and say okay, but if they, if

                                     the PCA provides services that maybe

                                     were not authorized, they're not gonna

                                     authorize that and you will not get the

                                     money back from the person. Legally you

                                     can't because they worked the hours, you

                                     just hope you catch it before it gets out.

                                     Poor communication between supervisors

                                     and payroll.

                                     Case managers, if they don't inform the

                                     supervisor that there's been an increase

                                     or decrease in hours, then there is no way

                                     that we can convey that information to

                                     our employees. But, or to our payroll,

                                     excuse me. But sometimes what a case

                                     manager will do, she'll be in the home of

                                     the consumer, the PCA will be there and

                                     they'll talk about these increases and

                                     decreases and no one tells us. You know

                                     and so we'll either overpay or underpay

                                     someone because if they submit hours

                                     that are over what the authorization is

                                     and we haven't been informed, that time

                                     card is going to kick out and then, as

                                     Ginger was saying, when they get their

                                     paycheck and it's not paid, you know, for

                                     all the hours, they get aggravated.

                                     Issuing payment without appropriate PCA

                                     employment documents. You don't want

                                     to ever do that. You know the I-9, all

                                     those tax papers, your identifications, all

                                     of those, any requirements that you have,

                                     you want to make sure you have all of

                                     those before you ever issue payment

                                     because I can promise you, once someone

                                     gets a check, all that other is forgotten,

                                     so, you know, make sure you get all of

                                     that, and legally you have to get all of that

                                     employment documents.

                                     >>FEMALE  GINGER  It doesn't direct

                                     payroll but it does bring up something I

                                     don't want to forget. Be clear on how you

                                     need to maintain your personnel records

                                     as well. Check if there's any requirements

                                     that your Medicaid program is asking you

                                     to do. You're going to want to have

                                     separate files for their OSHA, any kind of

                                     tB testing, that kind of thing needs to be

                                     separate. Some agencies keep a training

                                     folder separate. We have a folder that has

                                     just disciplines in it, because you've got to

                                     be sure who is look inning that file has

                                     true access to it. Criminal background

                                     checks. We keep our criminal background

                                     checks done by year rather than by

                                     employee because that way we know

                                     okay we take that book out because that

                                     one was done in November of 2010, we

                                     know we have to do that in 2011. Some

                                     people keep their background checks in

                                     the folder. However you decide, think

                                     about it before you start putting

                                     paperwork together, that you got

                                     everything in there. Because you never

                                     know how far back you're going to have

                                     to go with records. I have somebody that

                                     kind of having an issue with and she

                                     insisted that she was hired in 1995, and

                                     we're having a battle over it, and so I

                                     have to dig up all that paperwork and you

                                     can only imagine how many people we

                                     have had in payroll and accounting and so

                                     just set up your files, set them up right

                                     the first time and you'll be good.

                                     >>FEMALE  GWEN  Forgery, fraud,

                                     falsification of time cards, it's just

                                     unacceptable and at our agency it's

                                     automatic termination. Sometimes you'll

                                     have a personal assistant that submits a

                                     time card when the person is in the

                                     hospital. They know better. And you can't

                                     chance getting in trouble yourself because

                                     they chose to do that. So they're just

                                     gone. Any questions on the payroll

                                     process?

                                     >>MALE  Just a comment regarding the

                                     direct bee posit in your back pocket.

                                     Another option is pay cards, for those that

                                     are, do not have bank accounts or bank, it

                                     gets populated with the net pay whatever

                                     the pay day is.

                                     >>FEMALE   GINGER  We set our folks up

                                     with a chase debit card if they don't have

                                     a bank account at no cost to the worker.

                                     Any other questions? Yes.

                                     >>FEMALE  Do you guys pay for the fees

                                     for the bank setup fees for the debit cards

                                     or is Chase doing it completely free and

                                     also is there a minimum balance required

                                     on those?

                                     >>FEMALE  GINGER  We negotiated a

                                     package with Chase. I don't know all the

                                     details. I think because of the business

                                     that we have with them, our fees are

                                     minimal. Lee?

                                     >>MALE  LEE  Yeah our fees were, I think

                                     they gave it to us free but we were

                                     banking with them.  We switched our

                                     business account and they haven't caught

                                     us yet.

                                     >>MALE  MIKE  It's because Lee is a

                                     majority stockholder.

                                     >>MALE  LEE  We're waiting for that

                                     phone call. (Audience laughter)

                                     >>FEMALE   GWEN  Any other questions

                                     before we move on to claims? Okay with

                                     claims, you always want to receive the

                                     authorization from the case manager

                                     before you submit a claim, because if you

                                     don't, it's just a waste of time submitting

                                     the claim because it's been kicking out

                                     and then you're going to have to rebill it

                                     and that's just going to take you -- I can't

                                     talk and use my fingers at the same

                                     time -- must be that Texan in me. No

                                     offense to any Texans in here (audience

                                     laughs) You always need to submit a

                                     clean claim and I have a list of all the

                                     things you have to enter on a claim form,

                                     and if you forget one thing, it will kick

                                     out. What we have realized and luck I

                                     willy we don't have that many claims

                                     kicked out, but what we've realized at the

                                     beginning is that we would miss

                                     something and they would kick it out and

                                     then all of a sudden, that claim would kick

                                     out again. What's going on here? If they

                                     were going down checking it and the NPI

                                     number is missing, then they'd kick it out

                                     and you would put the NPI number in

                                     there and resubmit their billing. Then they

                                     go down and the ICD 9 is missing and

                                     they kick it out again, so just don't miss

                                     anything. It's just not worth the

                                     headache, quite frankly and the other

                                     issue sometime that we deal with is like

                                     the ICD 9 code, sometime the case

                                     manager enters it differently in her

                                     system, because they have two systems.

                                     In the claims system, than they do in the

                                     authorization system so we don't have a

                                     chance so anyway we have to research it

                                     and call the case manager and get the

                                     right one and anyway, it's kind of a pain.

                                     >>FEMALE  AMI  If you're setting up a

                                     new system, it is worth it to find out who

                                     the contractor is for your state, see if

                                     they'll come and do an onsite training

                                     with your folks. It behooves them, they

                                     want your claims to be done right,

                                     submitted right, and so a lot of times

                                     when we have new staff, somebody else

                                     that we want, we'll ask them to come out

                                     and do an onsite training with us on the

                                     claims process and then also you want to

                                     make sure that you have a really good, I

                                     mentioned earlier, a really good system of

                                     tracking those receivables and what's

                                     kicked and how it's kicked, and getting

                                     that all reconciled and it's hard. You also

                                     have to sort of know what your state

                                     system is. Like ours, they'll come in, and

                                     you know so they'll do a post pay review

                                     and they'll say, "Well we're going to

                                     recoup $35,000," only they're not

                                     recouping the $35,000 from any specific

                                     cause, so all of a sudden you've got this

                                     remittance advice that comes in that's

                                     just $35,000 short and they just sort of

                                     randomly just Xed out certain people and

                                     if you don't have a system where you're

                                     really closely tracking, it's really kind of a

                                     headache to keep track of but you got to

                                     know that that was gonna happen.

                                     >>FEMALE  GINGER  If you want to jot a

                                     note, if you go on the Wisconsin website,

                                     I believe we have a tutorial in there that

                                     you can click on to give you an idea. We

                                     have the ability, once we put the PA in,

                                     we can track when our claims are

                                     received, we can track when they're sent,

                                     if they're kicked out, so we know even

                                     before we get that notification, we can do

                                     all that tracking in there, but I'm quite

                                     certain that if you go into our website,

                                     there is a tutorial in there, so click that

                                     on, just kind of mosey on through

                                     Wisconsin and it's the forward-help.

                                     >>FEMALE   GWEN  Electronic claims is

                                     the best way to go, you'll get your month

                                     allot quicker and it just is cleaner, so

                                     generally, the health plan will have

                                     recommendations of who to use and

                                     they'll come and they'll help you set all

                                     that up and it will make your life a lot

                                     easier. Plus they'll direct deposit your

                                     check, which is kinda nice.

                                     Always remember that claims are billed

                                     using the PCA time card. Don't bill any

                                     more than what you have paid for.

                                     >>FEMALE  GINGER  I want to comment

                                     here, you will be billing your -- let me just

                                     back up a second. Regardless of who your

                                     payor source is, you have to bill the same

                                     amount of money. For instance, our

                                     charge per hour is $19.50 and that's what

                                     our billing rate is going to be for Medicaid,

                                     it's for all our managed care. Now you

                                     don't get 19.50 from all of them. Like

                                     we've got the negotiated 16.08 from

                                     Medicaid. We might have one with a

                                     managed care at $15. The issue is if

                                     you're ever audited, you have to charge

                                     the same to all of your payor sources. If

                                     you don't, you can get in trouble for that,

                                     because it's like you're giving preference,

                                     well I can get more from so and so MCO

                                     than I can there so I'm just going to

                                     charge them more. Your charges have to

                                     be equal, but your reimbursement rate is

                                     negotiated. Does that make sense? So it's

                                     always going to look like you have

                                     accounts receivable but if you don't do

                                     that, you have no proof that you're not

                                     playing favorite.

                                     >>MALE  LEE  Back ten years ago we had

                                     a billing rate and Wisconsin moved it up

                                     $2 or $.50 and made it retroactive and it

                                     came through in October but rather than

                                     figure out the total hours that we had

                                     billed and then just add that 50 cents we

                                     had to resubmit every time sheet because

                                     we had originally sent it in at a lower rate

                                     so by going with the higher rate if that

                                     ever happens again we're sort of covered

                                     and that's when we figured that.

                                     >>FEMALE  GWEN  The pit falls of claims,

                                     of course the worst is not receiving

                                     payment. And claims can take 30 to 45

                                     days to pay. It's a lot shorter if you use

                                     the electronic balance system, and quite

                                     frankly, I think ours is what would you

                                     say, Phil, we received payment, what

                                     would you say, it's under 30 days? I'm not

                                     exactly sure. It seems like we receive

                                     payment weekly. As I mentioned,

                                     sometimes the case manager doesn't put

                                     the authorized hours in the correct system

                                     and that sometimes causes a headache

                                     and then we talked about hours

                                     increasing and decreasing and not being

                                     notified. Going without an authorization,

                                     you just won't get paid. And then the

                                     research on denied claims, it's very, very

                                     time intensive, so it's really easier to do

                                     the work upfront than it is to research, so

                                     be very careful, and then resubmitting

                                     claims, it's just that much more time that

                                     you're not gonna receive payment. Any

                                     questions, before we move on?

                                     >>FEMALE  I can't write fast enough for

                                     all the information you're giving. I'd like

                                     to know if all of the notes are possibly

                                     going to be posted on the site for us to

                                     have?

                                     >>MALE  RICHARD .

                                     >>SPEAKER  SUZANNE  Can you repeat

                                     that.

                                     >>FEMALE   I would like to know if all of

                                     the conversations and the Q and A and

                                     everything is going to be posted on the

                                     site for us to have available to print up?

                                     All the information that's being given,

                                     there's no way I can get it all written

                                     down.

                                     >>MALE  RICHARD  This is Richard petty,

                                     we're recording a video of this and video

                                     will be on the ILRU website, very likely

                                     within a couple of weeks, and there will

                                     be a transcript also that will be available

                                     along with the video, so you'll have both.

                                     >>FEMALE  Thank you.

                                     >>FEMALE  Going back to those different

                                     reimbursement rates, with different

                                     companies or different funding sources, if

                                     you're billing the same rate to everyone,

                                     but they are reimbursing you a different

                                     rate, how did you set up, like the original

                                     contracts with them? Because obviously

                                     they wouldn't sign a contract saying that

                                     they're willing to pay the higher rate. You

                                     probably have to have some kind of

                                     contract saying you were only willing to

                                     pay a lower rate. I'm not quite clear on

                                     how you work that.

                                     >>FEMALE  GINGER  Start with the

                                     service agreement with the consumer

                                     because a key part of the service

                                     agreement is, "What are you going to

                                     provide and how much is it going to cost

                                     me?" And regardless of who is paying the

                                     bill, everybody gets charged the same so

                                     you're going to have that on your service

                                     agreement. Now when you negotiate your

                                     contracts with your managed care and

                                     even with the state Medicaid, that

                                     contract will dictate, first of all, what

                                     you're getting paid, what services you're

                                     going to provide. You might be getting

                                     two different rates if you're providing

                                     support home cares, you might get paid

                                     $12 and attendant care might be $15. So

                                     that's where you're going to have that

                                     listed is in your contract with that

                                     managed care, and then what we do in

                                     our billing system, we plug in the actual

                                     amount that we're going to be receiving,

                                     so we can balance the books that way.

                                     >>FEMALE  So your contract still says a

                                     differing amount but that still is okay to

                                     do even though you're having to send out

                                     a bill for -

                                     >>MALE  LEE  Our contract doesn't list the

                                     top price. We show how we discount it

                                     and it will show 18.50 and discount $2

                                     and that's in the contract and then when

                                     we bill that, the billing rate is what we

                                     use.

                                     >>FEMALE  GWEN  Any other questions

                                     before we move on to policies and

                                     procedures.

                                     >>FEMALE   GINGER  Some agencies will

                                     have sliding fee scales for consumers if

                                     they're doing private pay but you have to

                                     have your parameters, like if you're

                                     basing it on income, you might discount

                                     that rate down 10 percent or 20 percent,

                                     but you have to just make sure that your

                                     contracts show that this is your base rate

                                     and now this is what I'm going to accept

                                     for my reimbursement and then just make

                                     it consistent. Okay.

                                     >>FEMALE  AGAIN .

                                     >>FEMALE   GWEN  These are some

                                     considerations that you might want to

                                     take when you're developing your policies

                                     and your procedures. You will most likely

                                     have, and I'm sure probably Kansas and

                                     Wisconsin have different policies than we

                                     do, but it really depends on what your

                                     executive director and your board has

                                     decided on policies. So I'm sure there will

                                     be a lot more maybe than what I have

                                     here. But a couple things to think about is

                                     when you're developing policy, you need

                                     to develop a policy and procedure that

                                     takes you from the very first step, and the

                                     first step is actually receiving referral and

                                     take it all the way through your entire

                                     process until the claims go out the back

                                     door. And so you really kind of have to

                                     think about your in-house processes, the

                                     way do you that, because everyone needs

                                     to be on the same page. If they're not,

                                     there's going to be a break down, and so

                                     just really think about it.  I know all of our

                                     policies and procedures are going to be

                                     online so you can look at them, and but it

                                     really depends on what services that

                                     you're going to offer and how you're'

                                     going to be offering those.

                                     Your consumers need to have their own

                                     policies and their own procedures.

                                     Personal assistance need to have their

                                     policies and procedure and you need to

                                     make sure that you're communicating the

                                     same information to both of those parties.

                                     Your staff needs to make sure they're

                                     communicating the same information, and

                                     as long as everyone is consistent with the

                                     communication, then no one gets the

                                     wrong message and you'll avoid a lot of

                                     problems that way. I always believe that

                                     you need to interconnect all your policies.

                                     You know it's kind of like you don't want

                                     the left hand to not know what the right

                                     hand is doing, okay, so be sure and

                                     interconnect, just like a good book. The

                                     other thing, when you're writing policy, is,

                                     they're talking about a good book and

                                     policy, I'm sure. The other thing about

                                     developing a policy, write it so people can

                                     understand it. You know, I'm real curious

                                     to see how Ami is going to respond to this

                                     and I'm going to hear it, but most of your

                                     personal assistants, they don't have

                                     college degrees and they're not attorneys

                                     and neither am I, nor are your consumers

                                     so they need to be able to understand

                                     your policies, so write them in terms that

                                     they can understand.

                                     >>MALE  Could you say more about what

                                     you mean in terms of interconnecting

                                     policies, maybe just give a couple

                                     examples?

                                     >>FEMALE  GINGER  Well for instance if

                                     you have a policy that you're bringing on

                                     a worker and they're only going to work

                                     for one person and then your policy and

                                     procedure manual says that if you aren't

                                     working and you don't contact the office

                                     within three days, you're going to be

                                     terminated. You know different things like

                                     that. Make sure that one policy doesn't

                                     contradict the other one. I think that's

                                     what you meant.

                                     >>FEMALE  GWEN  That is part of what I

                                     meant. But I think moreso is to keep your

                                     staff straight. Like when you have your

                                     referral coordinator is what we call one of

                                     our staff, and then the next person in line

                                     would be the supervisor. The policies that

                                     I write for the referral coordinator need to

                                     connect with the policies that I wrote for

                                     my supervisors and then the supervisor is

                                     going to connect with the payroll staff,

                                     and all of those need to connect. Does

                                     that make sense? I'm not sure who asked

                                     the question.

                                     >>MALE  RICHARD  I did, does it connect?

                                     Not quite, not yet.

                                     >>FEMALE  GWEN  Well you know there's

                                     another example that I'm going to give

                                     later on in the presentation and maybe

                                     that will clear it up and if it doesn't,

                                     maybe we can chat about it a little bit

                                     more.

                                     >>FEMALE   AMI  In writing the story,

                                     make sure that you're not writing a fairy

                                     tale. Write things not as an ideal but as

                                     they actually can and do happen.

                                     >>FEMALE  GWEN  In your policies, be

                                     sure and create timelines for each

                                     process. Like when you receive a referral,

                                     how long does that referral coordinator

                                     have to get that into the computer and get

                                     it over to the supervisor? How long does

                                     the supervisor have to go out and see the

                                     consumer? How long does the supervisor

                                     have to refer a personal assistant to that

                                     consumer? So those timelines are very,

                                     very important, so be sure and, it's just

                                     like your time card timeline. You have to

                                     have definite timelines. Your policy should

                                     reflect what your contract requirements

                                     are, like in our contracts, we have to, our

                                     personal assistants have to have a tB, CPR

                                     , first aid training, so your policies need to

                                     reflect those kinds of things and also they

                                     need to reflect your agency policies,

                                     which is, could be transportation. We

                                     have a transportation policy that doesn't

                                     have anything to do with our contract

                                     with the health plans but it is an agency

                                     policy. So you need to just make sure that

                                     all of those policies are present for the

                                     employee and consumer. When you're

                                     writing policy, remember IL philosophy

                                     because even the way you word a policy

                                     can make a difference in the way that you

                                     provide a service. You should have a

                                     policy on hiring and it should reflect the

                                     state, federal, department of labor

                                     guidelines. You can go on the website and

                                     get all that information and they're almost

                                     going to write your policy for you. It's

                                     actually pretty clear on the website. And

                                     then of course your payroll and claims

                                     need to reflect your contract requirements

                                     and your agency policies, and there again,

                                     don't forget your timelines.

                                     The other thing that I like to do is, and

                                     Richard, hopefully this may help explain

                                     your question a little bit better, but I like

                                     to make sure that all of my staff are

                                     responsible for everything. And the way

                                     that I do that, when I write procedures is,

                                     for example, my payroll clerks, they're

                                     responsible when they're checking,

                                     verifying time cards, they're looking at

                                     the authorizations, you know they're

                                     looking at the authorized hours by the

                                     supervisor, and so they're checking their

                                     work, okay, claims. When the payroll is

                                     paid, and it goes into claims, the claims

                                     department, they're looking at the

                                     number of hours that were authorized by

                                     the employee. They're, or by the

                                     supervisor, excuse me. They're looking at

                                     the number of hours that were authorized

                                     by the case manager, and they're also

                                     making sure that the payroll clerk

                                     indicated to pay the right number of hours

                                     and the right pay rate, so everyone checks

                                     everyone, and so by the time that product

                                     gets out the back door, it's usually right.

                                     And it makes everyone responsible, and if

                                     they find something wrong, they just kick

                                     it out and we just deal with it, but for a

                                     manual process that we do in a day and a

                                     half, when we process so many time cards

                                     each week, it works. You know it really

                                     works, so make everyone responsible, and

                                     put it in your procedures. Phil is smiling

                                     over there. Their job descriptions also

                                     need to reflect that they're responsible for

                                     checking other people's work. Ensure that

                                     your consumers understand your policies

                                     and procedures and we mentioned the

                                     other day, that there's an

                                     acknowledgment that they sign that they

                                     say they do understand and agree to and

                                     adhere to the policies. And always provide

                                     a copy of the policies and procedures to

                                     your employees and to your consumers.

                                     What we do is annually, we provide a new

                                     copy of our policies and procedures to the

                                     consumers and to the personal care

                                     assistants and then of course in between

                                     if there's any changes or new policies or

                                     whatever, then we provide that, and just

                                     about everything goes out in their

                                     paychecks, in the check stubs. It's just

                                     more cost effective to do that.

                                     Any questions about developing policies?

                                     Do you guys want to add anything?

                                     Potential liabilities. You know in just a

                                     little bit we're going to go through a list of

                                     policies, too, that we use in our agency

                                     that, like I said, I'm sure may use the

                                     same or you may have some different

                                     ones. Potential liability, if you're an

                                     agency model, there's certain things that

                                     you can't do, we talked about that

                                     yesterday, and so you have to make sure

                                     that you have it in policy that your PCA

                                     cannot provide medical services and those

                                     are things that catheter care, insulin

                                     injection, things of that. PCA failure to

                                     report is a huge issue when services are

                                     not provided or the consumer's health has

                                     changed, hospitalization, abuse, neglect,

                                     or disenrollment from Medicaid.

                                     >>FEMALE  GINGER  One of the things we

                                     have on our time sheets on the bottom

                                     there's a box to check yes or no for each

                                     day, there's been a change in condition,

                                     so that does not hurt to put that on there

                                     so they're being reminded.  We also have

                                     on the time sheet services cannot be

                                     provided during hospitalizations and then

                                     over on the right hand side of the column,

                                     we have in there again about observations

                                     and that they have to report to the office

                                     and we give them the phone number right

                                     there, so if you can put these little hints

                                     on different documents that you have,

                                     that even makes it easier, because they're

                                     going to hear these policies, and they

                                     might go a year without anything, and,

                                     "Oh yeah, I didn't know we were

                                     supposed to call that in if that happened,"

                                     we also do annual reviews so we go

                                     through those major policies, like the

                                     mandating reporting, safety, workers

                                     comp, like our back program or lifting

                                     program and even on our site advisory

                                     visits we ask, every 50 to 60 days, there's

                                     a line on there, "Have you been

                                     hospitalized? Is there a change in

                                     condition? Do you have any other services

                                     that are needed in the home?" Sometimes

                                     all of a sudden they'll have skilled nursing

                                     coming in and they're billing Medicare and

                                     you have no idea that that was going on,

                                     so try to set up your forms that also will

                                     give indicators and make it easy for

                                     people to remind them of your policies

                                     and things that are important. I know that

                                     is a little help, but I just thought of that.

                                     >>FEMALE   GWEN  When the supervisors

                                     go out to homes to do the evaluations like

                                     Ginger is talking about, they're talking

                                     about so many things, and they forget so

                                     if you add these things to your forms,

                                     then you know it won't be forgotten.

                                     >>FEMALE   AMI  This is just one of those

                                     things that is kind of just a significant

                                     difference between like a Kansas program

                                     and the way we run it, because we have,

                                     we do have like I talked about the

                                     changes to our Nurse Practices Act with

                                     the delegation. Our people may be

                                     providing people that are seen more

                                     traditionally as medical services and the

                                     kind of pure self direction model, that

                                     hole liability equation really gets shifted

                                     kind of away from the agency, and then so

                                     we spend a lot of time with kind of the

                                     intensive independent living counseling

                                     and whatever helping folks to understand

                                     you shouldn't be giving folks the key to

                                     your house. You shouldn't be letting folks

                                     drive you but if you need that, then here

                                     is how you kind of minimize your

                                     exposure, make sure that people have

                                     insurance, things like that, and it's a little

                                     bit of a tooth jangler for an attorney,

                                     sometimes, because the compulsion is to

                                     go in and make everybody indemnify,

                                     indemnify, you know. I would like a

                                     release for that and that!  But the self

                                     direction model kind of tends to take care

                                     of itself, at least knock on wood, it has so

                                     far for us.

                                     >>MALE  PHIL  Sometimes, Gwen, you

                                     kind of develop policy through No. 1, you

                                     always want to be consistent with

                                     independent living policy. You want to

                                     empower our consumers to have control

                                     over their lives and everything, and I

                                     guess as example, that transportation

                                     policy. I remember when would he talked

                                     about how we were going to deal with

                                     this transportation issue, and whether

                                     PCAs could drive consumer around in their

                                     own vehicle or drive the consumer's

                                     vehicle, we were, we really had to, we

                                     struggled with that issue and we

                                     struggled, "How were we going to write

                                     that policy?" And in fact, I remember I

                                     went and took all the best legal language

                                     I could find out of a rental car agreement

                                     because, and I was like, because I started

                                     thinking about this policy, I thought,

                                     "Well who probably has the best legal

                                     language that would?" You know and

                                     you're an attorney, you know that

                                     sometimes these waivers, if ever there

                                     really was an accident, would you really

                                     be protected? Would you not be? I mean if

                                     it went, it's just like, so you have to make

                                     some judgments on policy about, you

                                     know, what do you think is going to

                                     protect your organization, but there's no

                                     guarantees.

                                     >>FEMALE  GINGER  Quite often policies

                                     are developed because you had something

                                     go wrong.

                                     >>FEMALE   AMI  That is exactly what I

                                     was going to say, a lot of times you have

                                     policies, and you have policies written to

                                     the lowest common denominator, A

                                     Handbook of Misdeeds all goes wrong

                                     when X resulted in this policy!

                                     >>FEMALE  GWEN  As Ami and Phil were

                                     saying, it is a struggle sometimes when

                                     you have to write policies to protect your

                                     agency, but yet you have this independent

                                     living philosophy that you need to, that

                                     you believe in as well and so just

                                     balancing that can be difficult, but I think

                                     our transportation policy, I think our

                                     house key policy certainly gives the

                                     consumer the right to do whatever they

                                     choose to do, and it protects us, as an

                                     agency, from getting sued, quite frankly.

                                     >>FEMALE   AMI  I would also add

                                     definitely, definitely make sure you have a

                                     policy about money, handling of

                                     consumer's money and resources.

                                     >>FEMALE  GWEN  She's absolutely right.

                                     You don't want to allow your personal

                                     assistant to deal with banking. Everything

                                     is great until there's no money in the

                                     bank, and you get the phone call saying

                                     that someone, one of your employees,

                                     drained their account or you get a call

                                     from a family member saying so and so is

                                     using mom's money to do all of her own

                                     shopping. You know so just don't allow it,

                                     because when you have 1600 employees

                                     out in the field, you just can't. It's just

                                     risky business.

                                     >>FEMALE  GINGER  One other thing you

                                     should keep in mind and this is both for

                                     the consumer and PCW is to train then on

                                     how to be safe. For instance, I'm a PCW

                                     and I'm in somebody's home. There's no

                                     way I want to get caught in that bedroom

                                     alone, because I don't ever want that

                                     person to say you know what, she was in

                                     my drawer, and I had $50 in there and I

                                     know she took it. Same thing with

                                     consumers.  You don't leave your

                                     medications out on the table. You don't

                                     leave your bank cards out on the table.

                                     You know you watch that, and if you teach

                                     your consumers to be good and vigilant,

                                     and your workers, it just makes for a

                                     much smoother employee/employer

                                     relationship. I've already gone out and

                                     bought lock boxes for consumers will call

                                     and say, "You know what, so and so stole

                                     my pills," you know I bought them a lock

                                     box and gave her a little key chain that

                                     goes around her arm. Now it's your

                                     responsibility to keep that box locked.

                                     These are some things that we can do so

                                     that you can feel safer that folks aren't

                                     stealing from you, but you got to teach

                                     that. Sometimes they don't even

                                     understand that that's something that

                                     they have to learn, so that's when your IL

                                     skills can really be brought in nice and

                                     clear and your coordinators can get

                                     involved.

                                     >>FEMALE  GWEN  Work with the

                                     consumers, too. You know don't ask for

                                     trouble. You know if you have jewelry,

                                     don't just leave it laying out. Even the

                                     most honest person might take

                                     something. You know don't leave money

                                     laying around on the counter. You have to

                                     use some common sense. I think the

                                     oddest thing that I ever had reported to

                                     me was one of our consume's teeth,

                                     accused our personal assistant of stealing

                                     her teeth, and I thought, "Oh my!  " I told

                                     you yesterday, you just don't know

                                     everything, but I couldn't call the county

                                     on this one, but anyway, our supervisor

                                     went over and sure enough the consumer

                                     took the deny viewers tout and stuffed

                                     them in a pill -- taken the dentures out

                                     and stuffed in a pillowcase but our PA did

                                     find something.

                                     >>FEMALE  GINGER  Sometimes

                                     consumers will play against the agency as

                                     well. I had a consumer, his mother called

                                     and said that our worker wrecked the

                                     vacuum cleaner and she wanted us to buy

                                     a new vacuum cleaner for her, only to find

                                     out that the vacuum cleaner worked like

                                     crap to begin with. Some people think if I

                                     say that the PCW stole money from me,

                                     well the agencies, they've got money,

                                     they're just gonna pay it off so it doesn't

                                     go any further. What we will do with our

                                     consumers, especially if it's theft of

                                     money, materials, or drugs, did you file a

                                     police report? And if the consumer doesn't

                                     want to go that far, then we talk about

                                     why you would file a police report, and

                                     how you would do that, teaching about

                                     that. But if they're not willing to call the

                                     police and say somebody stole a couple

                                     hundred dollars from me, well then what

                                     am I going to do about it? So they think

                                     you're the agency, you got money.

                                     And I always, always protect my workers.

                                     If I have a consumer call and say so and

                                     so did something to me and I have to call

                                     that worker in, I support that worker until

                                     I'm proven wrong. You know, it's kind of

                                     like when you have somebody come in

                                     and right away you're going to discipline

                                     them for something. Well they don't even

                                     know that you have your back, and I tell

                                     them I wouldn't have hired you unless I

                                     had faith that you are able to do this job.

                                     Why would I have done that? You have

                                     rights also. It's not always the consumer.

                                     Consumer can accuse you of anything but

                                     I want to back you because I'm your

                                     employer. It's that treating that PCW as

                                     part of the team as well.

                                     >>FEMALE  GWEN  That's exactly right

                                     and that's where you can reduce a lot of

                                     your liability is just from taking care of

                                     your consumers, taking care of your

                                     employees, and letting them know that

                                     you truly care, and that you're going to be

                                     fair, no matter what the accusation is,

                                     that you're going to remain neutral until

                                     you do an investigation and get to the

                                     bottom of it, and loyalty of your

                                     employees and consumers will get you a

                                     long, long way.

                                     >>FEMALE  AMI  That's why I mentioned

                                     some of the training that we do with

                                     in-house staff, I said living counselors

                                     because again it's sort of different for us

                                     because the PCAs are not our employees.

                                     And so we have a tendency to sort of take

                                     a different approach in that we generally

                                     are, our approach will be that we'll sit

                                     down with the consumer and the PCA,

                                     sort of at the same time, and attempt to

                                     resolve issues, again, sort of coming from

                                     the consumer's perspective, not taking a

                                     side per se, except for the side that is,

                                     that we are about consumers taking

                                     responsibility for the management and

                                     supervision of their own workers and, you

                                     know, I mean you don't allow people to be

                                     sort of patently unfair, discriminatory, like

                                     that. If they're calling you and saying

                                     things that indicate they're going to act in

                                     a discriminatory nature, make a decision,

                                     well generally we'll sit down with the

                                     consumer first and since the

                                     communication cycles through the

                                     consumer, that is the way it tends to go.

                                     It's an educational piece. You can't hire

                                     this person because all of a sudden you

                                     don't like the color of skin, you can't fire

                                     them because of race, religion or

                                     whatever. There's the education piece and

                                     then you have to take the education for

                                     yourself.

                                     >>FEMALE  I understand the policies and

                                     procedures to protect the consumer but

                                     I'm a little bit confused about you said

                                     that most, or 80 to 90 percent of the

                                     PCAs, and some of them live with the

                                     consumers, so a lot of the things that you

                                     got listed up there would be normal day to

                                     day for a family member to do for them. I

                                     understand the consumer fires and hires I

                                     guess, but if they violate these policies,

                                     can they be removed from the program

                                     because of that? How do you handle that

                                     if let's say I have a mother, I'm taking

                                     care of my mother, but there's someone

                                     else who takes care of her also, and some

                                     of these things that you've got up here, I

                                     also play a role in that, I may be her

                                     power of attorney, I may take her check

                                     to the bank, that sort of thing, but the

                                     other PCA doesn't do any of that. I mean

                                     how, is there ever a problem?

                                     >>FEMALE  GINGER  I go back to at what

                                     time did you do that? Were you on my

                                     time, on the ME time or were you being a

                                     daughter on, in the afternoon, and taking

                                     your mom grocery shopping? That even

                                     has to happen with some of the delegated

                                     tasks that you normally would not give a

                                     personal care worker or you couldn't give

                                     a personal care worker but when they're

                                     on their time, they'll help with catheters,

                                     things like that. We still go back that

                                     when you're our employee, we still have

                                     the rules and everybody has to follow

                                     them. But of course you're going to have

                                     discretion like getting gifts and borrowing

                                     money, those kinds of things. I think you

                                     just have to be prudent about what's

                                     going on in the home. Do you know what I

                                     mean?

                                     >>FEMALE  GWEN  Well you know we,

                                     what Ginger is saying is exactly right.

                                     There are things that you're going to do

                                     as a family member that you would do

                                     anyway, okay, but you just don't do it on

                                     the agency time. I mean we know that

                                     you're going to go take your mother to the

                                     doctor, for example, or we know that you

                                     may be going to the bank, we know you

                                     probably are managing their money.

                                     Many of our family members are power of

                                     attorneys, and that's perfectly okay, but

                                     we actually note that in the files, that this

                                     family member is going to be doing all of

                                     these tasks as a family member.

                                     >>FEMALE  I just have one more concern.

                                     Some consumers, some of our consumers,

                                     especially elderly consumers, when you

                                     give them a set of rules, you know, they

                                     think that's written in the Bible, so I

                                     guess if I were going to get into this in

                                     terms of the IL counseling, I would

                                     certainly work with them and talk to them

                                     and let them know there's some flexibility

                                     there because those are things that they

                                     could say, "Well my daughter has been

                                     doing this forever for me and now you're

                                     telling me that she can't so I guess I can't

                                     let her do that any more," I can see where

                                     it could have some problems, create some

                                     problems, so I didn't know if you all ever

                                     had any experience with that, and if so,

                                     how you handled it?

                                     >>FEMALE  GWEN  We have never had

                                     any problems like that. Generally, the

                                     consumer knows that these are the things

                                     that their family member has done

                                     forever, but quite frankly, the reason that

                                     we make sure that it's documented is not

                                     only for our protection in terms of the

                                     person being on our time, but a lot of

                                     times you have other family members that

                                     come in, and they'll say, "Why are you

                                     allowing your employee to do the

                                     banking? She took all mother's money out

                                     of the account?" So we have to have

                                     things documented that what they do as a

                                     family member and what they actually do

                                     as our employee, and we have actually

                                     not had any real problems with that.

                                     >>FEMALE  GINGER  I go back to the

                                     consumer control and the consumer

                                     responsibility. They either treat the

                                     situation seriously or maybe this isn't the

                                     program for them. Maybe they need one

                                     that has more direction in it. Again, not

                                     everybody qualifies for our program, just

                                     because they need personal care, doesn't

                                     mean that they're good fit for our

                                     program.

                                     >>FEMALE  GWEN  And you know in terms

                                     of medical and durable power of attorney,

                                     we have had on a couple of occasions

                                     where our PCA has attained the power of

                                     attorney, and then the family comes back

                                     and said, "Who gave her permission to do

                                     that?" Well the consumer was of sound

                                     mind. Consumer did and we didn't even

                                     know about it, but anyway it's

                                     inappropriate for them to do this as our

                                     employee. Suzanne is telling me we're

                                     running a little short and I kind of wanted

                                     to get through the liability but I would

                                     like to open it up for questions, too, so

                                     should we break or.

                                     >>SPEAKER  SUZANNE  I feel like you

                                     guys are needing a break. The ladies can

                                     come back but they'll go into some of the

                                     guy's time but that's okay. They're going

                                     to talk about more high level things,

                                     about how to talk to your state

                                     legislature, so take a quick break for 10

                                     minutes and come back at 10 to 3:00 and

                                     let the ladies finish up quickly and then

                                     the gentlemen will come up and talk

                                     about state legislators.

                                     (Recess until 2:50 P.M.

                                     >>SPEAKER  SUZANNE  If anybody wants

                                     to stay over, about Medicaid, so just stay

                                     over and we'll get around a table and

                                     have an informal conversation if you want

                                     to, but I think what we're going to do,

                                     we've got, we're going to finish up our.

                                     >>FEMALE   GINGER  There were a

                                     number of slides that had more

                                     recommendations for your policies and

                                     procedures and some issues to consider

                                     as far as liability. Please read those, give

                                     them some thought and if you have any

                                     questions, bring them up tomorrow or

                                     later when we're around, if you have any.

                                     We just don't want to miss the component

                                     about our training programs and we have

                                     two pretty different programs and I'm

                                     sure each of your states might have

                                     specifics as well. My power point, I'm

                                     going to be referring to page 18 and 19,

                                     and rather than flipping back and forth.

                                     In Wisconsin for personal care, our rules

                                     were prior to 2010, in order to be a

                                     personal care worker, you had to have

                                     either formal training of being CNA or

                                     greater. Have a 40 hour personal care

                                     training, 24 hours of that 40 to be

                                     restorative care or six months of

                                     equivalent experience. For instance, I've

                                     been taking care of my grandmother, I

                                     know how to kind of coach her into the

                                     bath tub and set up her tooth brush and

                                     such. I could work for consumers that

                                     have those skills needs, those needs. I

                                     could not go into someone's home that

                                     say is a quad or has a brain injury, ball

                                     program, and etc. I could only hire that

                                     worker and they could only work for

                                     consumers with those needs so in order

                                     for me to utilize my workforce, I would

                                     have to put those workers through a

                                     40-hour class. That was fine. The state

                                     came up with this magic 40 hours. I don't

                                     know how they do that every once in a

                                     while, they'll just come up we need 80 or

                                     120 hours, I don't know where they pull

                                     that from, but anyhow, we had to come up

                                     with the 40-hour program, so we did that,

                                     and all was well and good. We would

                                     bring in the PCWs, we have then three

                                     levels, PCW I was with the basic skills for

                                     that consumer they're going to skill. PCW

                                     II were those PCWs that took a personal

                                     care 40-hour class and then PCW III was

                                     someone who is certified as CNA or

                                     greater because we did have, we have a

                                     number of nurses that are working as

                                     personal care workers for family members

                                     so those were our three categories. When

                                     we offered the 40-hour class, upon

                                     completion, that worker would qualify for

                                     a 50 cent increase. So right now we have

                                     it's $10 when you start. If you are a CNA,

                                     it is, oh gosh, help me with the math, say

                                     it's 10.75 and if you took the program you

                                     would be at 10.50, gave them credit for

                                     being a CNA, having that training and then

                                     gave them the 50 cent increase after they

                                     passed the 40-hour class.  I know I

                                     referred to this before with the

                                     association that we belong to, the

                                     Wisconsin Personal Services Association.

                                     Our feeling was that it took a lot of time,

                                     effort and money of which none of it was

                                     reimbursed or we could bill separately for

                                     it, for this training, because you have to

                                     pay your workers while they're getting

                                     trained. We said, "How about if we came

                                     up with a competency-based training

                                     program?" Again, if we only need 24

                                     hours restorative care, why can't we

                                     teach a class that's 24 hours.  We came up

                                     with a program and presented it to the

                                     state and they've approved it, and at the

                                     end of 2010, we had an emergency rule

                                     where we had a number of things change

                                     and one of which was our training

                                     requirements.

                                     >>FEMALE  It's called director of

                                     competency and would I love to say I had

                                     it on the wiki, but this is an organization

                                     and we copywrote it and now we're doing

                                     trainings onsite that it cost to put it

                                     together but I can give you the basics. We

                                     go over 11 core services like dressing,

                                     bathing, teeth, toileting, we use this as

                                     the interview tool, and we list the 11 core

                                     competencies and that's how we

                                     interview our potential employee that's

                                     coming in and then based on their skill

                                     level, we can decide if they're eligible to

                                     work for that consumer. Now if they need

                                     one or two other trainings, we can just

                                     train them on those two, because if you

                                     remember in the past, if they needed to

                                     learn one or two extra things, you had to

                                     put 'em through a 40 hour class. Now, we

                                     have the ability to use a

                                     competency-based program and teach

                                     them the two that they needed. Now this

                                     is great because we have had consumers,

                                     especially spinal cord injury, a consumer

                                     on an L-DAD, waiting for a heart

                                     transplant, his brother was trained in the

                                     hospital in great detail how to take care of

                                     that L-DAT and it took three weeks in the

                                     hospital to learn thousand do that and the

                                     hospital wanted to kick him out. Under

                                     the old rule I could not hire because he

                                     only had three weeks experience or of

                                     doing that so it was great once we got

                                     this passed so that he could come on and

                                     do that. Family members that might be in

                                     rehab, they have had an injury to spinal

                                     cord, you're going to learn all the range of

                                     motion, so much about how to take care

                                     of that person, even more than what you

                                     would learn in a typical classroom setting,

                                     so this way we can employ those people

                                     right away, if you don't need to have them

                                     working for the consumer for six months,

                                     etc., etc. So a lot of using that as part of

                                     our interview tool, we can keep track, if

                                     they need training in separate areas. And

                                     we have a training cord leader that will

                                     set some of those things up. If they're

                                     medically oriented task, that training has

                                     to be done on the nurse on that team, like

                                     the ball routine so the nurse on that case

                                     has to do that but the other things like the

                                     regular ADLs can be taught by a regular

                                     training coordinator. We're going to be

                                     utilizing some of our PCWs as mentors

                                     and get them involved in this training

                                     program. We've got some awesome

                                     people out there working and what we

                                     have found even in the past, we would

                                     allow a new worker to come and shadow

                                     with an existing PCW. Sometimes even up

                                     to a week, but we found that by doing

                                     that, that worker stayed in there longer.

                                     The consumer felt more comfortable with

                                     them. Now when we offered the 40-hour

                                     class, remember upon completion they

                                     got a 50 cent increase. Since we're not

                                     going to be offering the 40 hour class any

                                     more, we wanted to find a way of

                                     incorporating the 11 core services along

                                     with IL training, and also give them an

                                     opportunity for their 50 cent increase. In

                                     January, what we're doing, we broke

                                     down the 11 competencies and a track of

                                     IL, and let me just say one thing, we have

                                     CNA, I know I told that you. In Wisconsin,

                                     CNAs have to have at least 12 hours of

                                     inservice time a year to keep their

                                     certification so we've always had

                                     inservices once a month so that these

                                     folks can take it, and all of the PCWs, they

                                     were also welcome to take it and we do

                                     pay them. It usually is the first pay day of

                                     the month, they come in, we offer it at

                                     two different times. So starting in

                                     January, we're going to incorporate the

                                     11 core competency, the direct care

                                     competency, DCC, along with IL training,

                                     and then afford them the opportunity to

                                     get an increase, so in January, we'll

                                     probably pick two of the competencies

                                     and maybe we'll take a track on housing,

                                     or nursing homes, something from IL, and

                                     then once a month for those next six

                                     months, we'll offer three hours of paid

                                     inservice time and then upon completion,

                                     they can earn their 50 cents. Now even if

                                     you don't want to go through the whole

                                     DCC program, and you just want to pick

                                     up some extra skills and slowly, at your

                                     own pace, get marked off on the 11, you

                                     can come in at any time and we'll still pay

                                     for that training. We just felt that it made

                                     more sense to have a training program

                                     designed for the consumer for exactly

                                     what the consumer needs, and then be

                                     able to not get in trouble with the state.

                                     In one of our last audits we had an office

                                     of inspector general OIG audit, and they

                                     came in and they were auditing the state

                                     of Wisconsin on how they run their

                                     Medicaid program, so they were auditing

                                     us and judging Wisconsin to see how they

                                     were doing. And we beat it with flying

                                     colors, and one of the things, though, that

                                     I was concerned at that time is how am I

                                     really gonna prove that that worker

                                     knows exactly those particular tasks for

                                     that person? Now the files that they

                                     pulled out, believe it or not, they were all

                                     CNAs and I didn't have to worry about it

                                     but it got me to thinking, "How am I going

                                     to prove that this person has these

                                     skills?" So it was really great to have this

                                     opportunity to have a DCC program. Is

                                     there any questions? Yes?

                                     >>MALE  Just I think before you said you

                                     had 1600 PSW, PCA, logistically, how do

                                     you handle that?

                                     >>FEMALE  GINGER  Again I can hire a

                                     person with minimal experience and

                                     that's how I do it.

                                     >>MALE  The training, ongoing training?

                                     >>FEMALE  GINGER  Well the twelve

                                     hours per year is optional if you're a CNA

                                     and we give you the opportunity to do

                                     that. Not everybody has to do inservice

                                     time, and we don't have any continuing

                                     education for personal care workers, so

                                     that covers one thing as far as trying to

                                     get them all in for training. And not

                                     everybody wants to take the time to learn

                                     all these other levels of care, and earning

                                     an extra 50 cents an hour isn't that

                                     important to them, so generally, we'll

                                     take applications from those workers that

                                     have that base minimal, and we look them

                                     over to see, first of all, like if they have a

                                     lot of disciplinaries and stuff like that,

                                     we'll probably address that before we put

                                     'em through a training class but for the

                                     most part if they want to take it, we are

                                     gonna put them through.

                                     >>FEMALE  GWEN  The training program

                                     that we do is very similar. We do a

                                     competency exam for people who have

                                     experience because it's really not

                                     necessary for them to go through the

                                     entire training, if they can pass the

                                     written competencies and the skill

                                     competencies, then they will be a certified

                                     direct care worker is what they call them

                                     in Arizona. For the family members,

                                     everyone needs to go through the

                                     fundamentals of caregiving and then we

                                     go out to the home, and we will train

                                     specifically to their individual person that

                                     they're going to be providing care for, and

                                     at first, we thought that we would have a

                                     lot of people that would complain about

                                     that because they'll say, "I've been

                                     providing to so and so for so many years,"

                                     because we always go out with education

                                     on our mind, you know, they are so

                                     excited after we have, after they've

                                     attended the class, it's amazing the

                                     information they learn, I've got really

                                     good instructors, too, thank goodness, so

                                     we haven't had any problem with that,

                                     and we actually have not had a state

                                     certified training until about the last year,

                                     and we as an independent living center

                                     complained about it to the state for

                                     several years, and then finally, when we

                                     convinced them that agencies were

                                     bringing workers in, showing them a

                                     video, and sending them out to the

                                     consumer, because we're consumer

                                     controlled, consumers were complaining,

                                     and so the consumers would complain to

                                     their case managers. We would go as an

                                     independent living center and complain,

                                     and so finally they decided okay, let's

                                     develop something and so all the counties

                                     in Arizona, consumers, personal

                                     assistants, us, ABIL, we developed this

                                     training and it was a collaborative effort

                                     and it's been very, very accepted in our

                                     state. Any questions?

                                     I did want to add one thing, we require

                                     that everyone go through body

                                     mechanics, whether they are going to do

                                     transfers or not, because we found that

                                     that reduces our workers comp, you know

                                     because as I had mentioned earlier, the

                                     key injury is back injury for PCAs and so

                                     we require that everyone go through that.

                                     >>FEMALE   GINGER  We do body

                                     mechanics during our orientation for

                                     everyone. It's not necessarily a special

                                     training, but when we do have workers

                                     that seem to be having issues, we will do

                                     some extra training for them. This kind of

                                     falls where you have consumers that don't

                                     want to use lawyers, because they don't

                                     like it, and they make their workers do

                                     transfers that are probably not in the best

                                     interest for the consumer or the worker.

                                     Sometimes we have to ask have

                                     discussions with consumers about that

                                     because if we have a number of workers

                                     that have injured themselves in that

                                     home, then we have to take action. That's

                                     when we have to push the authority, I

                                     hate doing it.

                                     >>FEMALE  GWEN  If you would like to

                                     see our training, you can go to AZDCW.org

                                     and you'll see all the competencies, the

                                     training manuals are available. It's a very,

                                     very good website.

                                     >>MALE  It's actually AZDCW.org.

                                     >>FEMALE  What's your take on back

                                     supports for the personal attendants

                                     using back supports? Do you provide

                                     them, do you encourage their use, do you

                                     not?

                                     >>FEMALE  GWEN  We don't require it. If

                                     they use good back supports.

                                     >>FEMALE   Sometimes workers comp say

                                     it gives workers a false sense of security.

                                     I totally agree if they learn correct body

                                     mechanics, then if consumers are allowing

                                     workers to transfer the correct way, then

                                     it's better. I'm just so fearful, because

                                     people will ask me will you reimburse me

                                     for one? No, I won't. If that's what you

                                     want to do, fine, but I'm not going to set

                                     you up with that false sense.

                                     >>SPEAKER  SUZANNE  I have some

                                     post-it note questions that I'm going to

                                     ask the ladies. So someone wants to

                                     know, "What are some ways to streamline

                                     time sheet process, for instance in-house

                                     double checking for accuracy, overlaps?

                                     >>FEMALE   AMI  One of the things that I

                                     said earlier, it's kind of low tech at this

                                     point in time but the use of, you can build

                                     macros into excel spreadsheets and as

                                     you're hand processing those time sheets,

                                     you put those into an excel spreadsheet, a

                                     lot of times you can sort of build in

                                     formulas that will flag overlaps, you

                                     know, and so you let the computer kind of

                                     double check your folks so we have

                                     people who pass over the time sheets and

                                     make sure you don't have overlaps, and I

                                     think the bigger problem, quite frankly, as

                                     glen and Ginger said is the underreporting

                                     of hospitalizations because that's a lot

                                     harder system to get behind. You can

                                     mechanize systems in-house.

                                     >>SPEAKER  SUZANNE  Are infringe

                                     benefits different for friends in agency of

                                     choice than regular employees. If yes,

                                     how do you justify this?

                                     >>FEMALE  Yes our benefits are different

                                     for PCWs.  The fact that we have the two

                                     different classification allows us to do

                                     that. I mean I'm not an HR person and

                                     Lee is not here so I don't want to say

                                     something that I shouldn't say and here

                                     he is, but anyhow, we're able to

                                     differentiate because they're two different

                                     kind. We do offer benefits to our PCW, it's

                                     not going to be the same level but we

                                     have tuition reimbursement, we have paid

                                     time off. If that one time we did a survey

                                     and one of the top rating things that the

                                     personal care wanted, the workers

                                     wanted was paid time off, and so we

                                     made sure that we included that in there.

                                     We also give our PCWs dental insurance,

                                     very inexpensive for us to provide but in

                                     the Milwaukee area, it's underserved as

                                     far as the dentist, we saw horrible

                                     numbers for hospital and dental care so

                                     fortunately we were able to offer that as

                                     well.

                                     >>MALE  I don't know if Lee would agree

                                     with me on this but when a CIL goes to

                                     get its insurance, I hate to use this word,

                                     but the insurance industry allows you to

                                     discriminate between two classes of

                                     employees. Okay so your in-house staff

                                     that are coordinating services or

                                     delivering the four core independent living

                                     services, your support staff, you may have

                                     in your budget the ability to purchase full

                                     indemnity insurance, you know PPO fee,

                                     HMO type of insurance for those

                                     employees, but I think 99 percent of us

                                     who provide PAS services know that the

                                     reimbursement rates do not allow enough

                                     funding to buy full blown indemnity

                                     insurance for the PAS employees, so we

                                     are allowed, you can discriminate

                                     between those two classes of employees,

                                     they write it in the plan in that fashion

                                     and that's how CILs are offering in-house

                                     staff full benefit package and you're

                                     limited. Now the PAS employees, they

                                     could purchase, if they chose to, of course

                                     that's not likely to happen, I don't think

                                     it's ever happened in all the time of our

                                     program, but that is how it's done and

                                     how it's allowed. I don't know if you want

                                     to add anything to that, Lee.

                                     >>FEMALE  GINGER  If they qualify, we

                                     will put in $500 into like an e-flex

                                     spending so that they can send in their

                                     receipts for prescriptions, co-pays for

                                     doctors and we put that 500 in and we

                                     pay for that. I was able to bring statistics

                                     along. All 1600 workers that we had in

                                     2010 actually only 367 people qualified

                                     for, would have qualified for any of the

                                     benefits that our in-house staff have. We

                                     had 46 workers of that 367 working 40

                                     hours a week. We have 149 working

                                     between 31 and 35, and one worker

                                     working 171, between 36 and 39 hours a

                                     week and one person at 30. So almost all

                                     of our workforce is part time, and

                                     generally, you need to be full time in

                                     order to qualify for benefits also, and then

                                     in Wisconsin, we have Badger Care, a way

                                     for parents with minor children to get

                                     insurance. However you are disqualified if

                                     your employer offers so even if we offered

                                     insurance, they couldn't afford to pay our

                                     portion of the insurance and then on top

                                     of it, it would disqualify them for possible

                                     state insurance.

                                     >>MALE  ABIL the PAS employees

                                     eliminate the medical benefit, often called

                                     minimedicals which is interesting because

                                     the health care reform was supposed to

                                     outlaw minimedicals but I think it got

                                     grandfathered and sort of defined as an

                                     indemnity plan, so it is allowable still

                                     because we were able to lock that in, I

                                     guess, but the basics on the limited

                                     medical, we pay, what $20, if the

                                     employee, maybe you want, Gwen.

                                     >>FEMALE   GWEN  We pay 20 percent of

                                     that.

                                     >>MALE  20 percent of that, and I think

                                     the annual maximum benefit is about

                                     $10,000 for there's two, there were two

                                     plans, a buyout, but one is $10,000

                                     maximum benefit, covers some office

                                     visits, some prescriptions, covers some

                                     outpatient procedures, some pharmacy,

                                     and emergency room visits, but it's again

                                     pretty limited amount of coverage and we

                                     have maybe 100 of our workers have

                                     chosen to purchase it.

                                     >>FEMALE   GWEN  Right, we do. Actually

                                     the limited town will cover your day to

                                     day kinds of things. Like it will pay for I

                                     think 11 visits to the doctor. It will pay

                                     like Phil said a portion of your restrictions

                                     and such as that, so but the, if you had a

                                     catastrophic illness, it would not cover

                                     that, so it's more or less just your day to

                                     day kinds of things.

                                     >>FEMALE   GINGER  Many of our

                                     personal care workers, as you can tell by

                                     my numbers, this is a part time job for

                                     these folks and they have regular full time

                                     jobs that they are covered under

                                     insurance or they may be on their spouses

                                     plan.

                                     >>FEMALE   AGAIN  We worked into a

                                     regular health plan for PAs, but the way

                                     it's calculated, you have x amount of

                                     individuals who are eligible, and then you

                                     have to have a percentage of those that

                                     are eligible wanting to participate, and we

                                     just couldn't come up with the numbers

                                     because there were not enough people

                                     interested in participating.

                                     >>MALE  PHIL  And if you don't have the

                                     participation, you're out.

                                     >>MALE  LEE  I apologize, I was out of

                                     the room, so what I'm going to say has

                                     probably already been covered. Coming

                                     along on benefits, for those new programs

                                     starting, you may find that really hard, if

                                     not hard, very expensive to get workers

                                     compensation insurance. When we went

                                     after it, it was almost like we couldn't find

                                     anybody that would fund it and our rate

                                     was really high, but they'll watch it, and

                                     like every six months or a year, and if you

                                     don't have a lot of claims, it will gradually

                                     go down and we have a very low rate

                                     now, but it may have changed a little bit

                                     from when we started but at that point,

                                     having workers in people's homes where

                                     they categorized it as home health care

                                     and because of that it was really

                                     expensive.

                                     >>SPEAKER  SUZANNE  We've series of

                                     questions but let me read these. What

                                     computer software systems do you

                                     recommend for scheduling, contact,

                                     notes, billing, etc.? The next one is data

                                     systems used, reconciliation, question

                                     mark? And then what systems do you use

                                     for time sheets and payroll?

                                     >>FEMALE  GWEN  Well the case

                                     management software, we actually hired

                                     a company to design ours, and we call It

                                     Bridge-it, no one got it, but it's an SQL

                                     database and it's actually quite good. It

                                     produces all the reports that we need for

                                     payroll, and we can run reports of who is

                                     working for who, and it's really a good

                                     database. In terms of our payroll and our

                                     claims, our software is a little old and

                                     we're looking at replacing that, so Phil,

                                     unless you want to elaborate on what

                                     we're currently using?

                                     >>MALE  PHIL  Well the claims is Metasoft

                                     and that is an old doctor's office billing

                                     software from like the 1980s and 1990s,

                                     and it is old and we've done miracles with

                                     it but that's kind of why we're wanting to

                                     replace it and syma was the cheapest

                                     accounting packages I think when ABIL

                                     bought it, and we've bought upgrades and

                                     we've limped along with it and it's cheap.

                                     I wouldn't recommend either but one

                                     pitch for bridge-it, but if anyone is

                                     interested, they can talk with me. The one

                                     thing that was kind of unique about what

                                     we did with the software is we integrated

                                     all of the centers, consumers and

                                     employees into that database so it's not

                                     just the PAS program data bases. It's the

                                     database for community integration. It

                                     does home MOD, reintegration. The only

                                     thing we didn't put in there is the

                                     employment program and we can't put,

                                     employment and WHPPA or the work

                                     incentives counseling programs, those

                                     two, because WHPPA, you're not allowed

                                     by SSA, they make you use a separate

                                     database for those consumers and the

                                     employment unit, we kept that separate

                                     but the nice thing was that staff that were

                                     working with consumers in different areas

                                     of the agency would know, they would be

                                     able to pull up a consumer and see that

                                     that consumer was being served in the

                                     PAS unit or the PAS staff would be able to

                                     know that that consumer had gotten a

                                     home mod from the home mod program

                                     but it is integrated, and it does generate

                                     our 704 report. We get all the numbers

                                     from the 704. It's not, I don't want to say

                                     it is a system like my-CIL and some of the

                                     other CIL suite, some of those

                                     applications that have been developed by

                                     some of the other businesses out there

                                     that develop 704 reporting. It doesn't

                                     maybe capture all of the narrative things

                                     that CIL suite and those things do even

                                     though there's a lot of case notes in those

                                     things. We do track goals, and we track,

                                     something, again, all the numbers for the

                                     704 we definitely capture so it has worked

                                     really pretty well.

                                     >>FEMALE  GINGER  I mention the

                                     programs that we use and the functions

                                     available and we're using August Systems

                                     and it's their Wizard program and if you're

                                     interested in it, I can introduce you to

                                     them, if you give me, send me an email I

                                     can let them know, so that they

                                     understand what it is you're going to ask

                                     for, because we have a lot of

                                     modifications done to our program that

                                     they've integrated into three of the other

                                     CILs in our state so they're also using it,

                                     so they at least have a head start in

                                     understanding what it is that we're trying

                                     to do and we do, it's our database. We do

                                     our doctors' orders, our payroll,

                                     everything. It's August Systems out of

                                     Seattle, and it's the wizard.

                                     >>FEMALE   AMI  The scheduling isn't as

                                     important, that functionality I, but we

                                     have our database that I mentioned

                                     yesterday is actually a modified time

                                     matters which is used a lot by attorneys,

                                     so I was biased, but it actually is very

                                     pliable. You can change a lot of the fields

                                     and so we basically just went in and

                                     rebuilt it to capture case notes, progress

                                     notes, stuff like that, and then our

                                     accounting software for payroll, we were

                                     payroll out of Cougar Mountain apparently

                                     the Pacific northwest is a hotbed for this,

                                     out of Idaho, and then our billing is all

                                     done, it's an online application to the

                                     states.

                                     >>SPEAKER  SUZANNE  What training is

                                     provided to PAS if they are family or

                                     friends? So do you change your training

                                     curriculum as all?

                                     >>FEMALE  GWEN  With our training, the

                                     family members need to take a two-day

                                     training and for general, it's a 32-hour

                                     training and if a consumer brings a friend

                                     that has been providing services, we

                                     would take the family training which

                                     would be two days.

                                     >>FEMALE  GINGER  The training is the

                                     same for ours. I think the difference

                                     would be is if I'm bringing on a family

                                     member and they're only going to work

                                     for that person, I'm not going to expect

                                     them to go with all the competencies but

                                     if we ever changed where we had to build

                                     from the general pool, then we probably

                                     would be looking at a complete training

                                     for everyone in there rather than just the

                                     skills set.

                                     >>FEMALE  AMI  The training is dictated

                                     in large part by what the consumer wants

                                     and what they have.

                                     >>SPEAKER  SUZANNE  That's the purest

                                     thing, yes, yes, yes, that's our philosophy

                                     at the center also, have training available.

                                     The next one I don't know if I understand,

                                     I'll just read it. How do you suggest

                                     handling assistants with representative

                                     payee issues, bill handling. Does anybody

                                     know what that means?

                                     >>FEMALE  We don't do it.

                                     >>FEMALE  I ask this question because it

                                     has come up a lot in the state of Maryland.

                                     People, consumers decide who they want

                                     to help them with paying their bills and a

                                     lot of time it's not their family members

                                     they want to help them, and there aren't a

                                     lot of entities there that will help with

                                     paying bills, and CILs may or may not get

                                     into that sort of thing so I wondered what

                                     kind of information you could give us.

                                     >>FEMALE   GINGER  Society's assets in

                                     RACINE, they do payee and if you want

                                     me to get the contact name, I can do that.

                                     >>MALE  LEE  My opinion is not to do it

                                     because I think it's too close to conflict of

                                     interest. And it may well be well

                                     intentioned, you may have really good

                                     PCWs doing it but it just opens up too

                                     close to conflict.

                                     >>FEMALE  AMI  Our agency would not,

                                     we do not do payee, we know about

                                     others that do it. I tell you one of the

                                     things, though, is that with the advent of

                                     like online bill pay and telephone bill pay,

                                     a lot of times since we have that

                                     independently counseling piece plugged in

                                     there, we can go in there and help folks

                                     set their bills up on auto pay and online

                                     pay and that really, I had a friend who

                                     used to say that the greatest invention for

                                     quads ever was the 100 CD changer. I

                                     don't know online or telephone bill pay

                                     may have eclipsed the 100 CD changers.

                                     >>SPEAKER  SUZANNE  Many centers

                                     think they don't need to place ads for care

                                     attendants. If pay is not what is

                                     attractive, what benefits are there to

                                     drawing personal care attendants in?

                                     >>FEMALE  GWEN  The pay isn't all that

                                     great. We pay two levels of pay. We think

                                     that employees that do more work need

                                     more pay, but it's just over $10 so it's not

                                     great. I think with us, I think it's your

                                     reputation, you know, that brings people

                                     in, or at least that is for us. I don't really

                                     have a good answer.

                                     >>FEMALE   GINGER  I'm convinced it's

                                     the philosophy that we follow, the

                                     involvement that we give to the PCWs,

                                     them being part of the team. I know I

                                     mentioned that we turn people away. We

                                     don't even let them fill out an application

                                     unless they're coming in for a particular

                                     person and when we ask them, "Why do

                                     you want to work here?" They come out

                                     and say, "We heard a lot about you, we

                                     heard you're a good place to work for, we

                                     want to work with you guys," but it all

                                     had to do with reputation and giving

                                     personal care worker that feeling of worth

                                     and being part of the team.

                                     >>FEMALE   AMI  Flexible hours, the

                                     ability, not many of us get to negotiate

                                     sort of one on one with our employer

                                     about when we're going to work, and if

                                     dropping our kids is a priority, etc., etc.

                                     Additionally, a lot of times, and it may just

                                     be because in Topeka we have a school of

                                     nursing. For a lot of folks, they use it as a

                                     proving ground to kind of figure out if

                                     they're interested in continued kind of

                                     health care involvement and so it's kind of

                                     an initial entree into the field.

                                     >>MALE  MIKE  I'm going to say

                                     something a little controversial, it's

                                     afternoon, I'm kind of dragging so here's

                                     something to think about that's true, sort

                                     of a political issue. This is why a lot of the

                                     workers are family members. To a certain

                                     extent, it's folks that might very well,

                                     probably to a lesser extent and not as

                                     well, but would be trying to provide some

                                     help anyway so the money is sort of like a

                                     real extra good thing and this is the big

                                     fear, I think especially currently now, kind

                                     of with the politicians about the WHPPA

                                     work because a lot of the people writing

                                     for services really wouldn't enter an

                                     institution but would get by somehow,

                                     and that's to leave it with family members

                                     and that's part of the thing. Until we get

                                     really good pay and benefits, and I think

                                     really upgrade the whole notion on the

                                     worker in this is going to continue to be a

                                     really big question, and it will continue to

                                     sort of be the fallback is the captive

                                     worker, which is the family member, who

                                     will probably get dragged into trying to

                                     help as much as possible anyway, because

                                     it's kind of been proven that most of the

                                     folks currently getting home and

                                     community services really wouldn't end

                                     up in an institution and really wouldn't

                                     choose their entitlement. There you go.

                                     >>MALE  Except in Kansas.

                                     >>MALE  MIKE  The world is so nice in

                                     Wisconsin.

                                     >>MALE  Lee I agree, Mike, but I concur

                                     with reputation and flexibility. Our center,

                                     besides our worker, we have over 400

                                     volunteers every year and I think they're

                                     there for kind of the same reasons some

                                     of the PCWs are there. They're invested in

                                     either first a network we're connected to

                                     or the whole disability rights movement

                                     or they just like the environment and so I

                                     think both reputation and flexibility and

                                     some of what Mike says is true.

                                     >>SPEAKER  SUZANNE  Any questions?

                                     We have more post it notes but I'm saving

                                     those for the guys. One more question.

                                     >>FEMALE  In Kentucky, the issue of

                                     paying family members among the

                                     legislators is just really bad. We have

                                     fought in different committees and they

                                     say, "Family members ought to do that

                                     anyways," and it's looked on more of as

                                     sucking the system rather than the

                                     positive access of giving somebody a job,

                                     more money in the household, yada yada

                                     yada, if you're talking about working with

                                     legislators and things like that, how we

                                     can go around, and we've presented about

                                     how it lowers costs, and lowers a number

                                     of hospitalizations, yada yada yada but

                                     they just really believe that you're

                                     sucking off the system, it's bad, AFDC.

                                     >>SPEAKER  SUZANNE  We have some

                                     data about that at the center on the

                                     woodwork effect and how it has not really

                                     increased the number of participants that

                                     are in the self directed potential pool so

                                     I'll share that with you. Maybe that will

                                     help.

                                     >>FEMALE  They tried in New Mexico and

                                     finally they got it through was in our PWC

                                     regulations now and cutting hours, they

                                     have brought in natural supports. Natural

                                     supports meaning your mailman, the

                                     person that brings you meals on wheels, it

                                     could be your independent living center,

                                     it's not basically just family, it's anybody

                                     that could help you when you don't have a

                                     PCA, and then my next question is what

                                     are your reimbursement rates?

                                     >>SPEAKER  SUZANNE  I had a question,

                                     I wrote have you seen natural supports

                                     used to decrease hours?

                                     >>FEMALE  AMI  The reimbursement rate

                                     for self directed in Kansas is 12.54 an

                                     hour.

                                     >>FEMALE  Is there any administration

                                     fee to date on top of that?

                                     >>FEMALE  AMI  Not as yet, as of

                                     November 1, that will change for self

                                     directed consumers, and that's the

                                     reimbursement will be a direct worker,

                                     will be direct across for just the worker's

                                     ages and FICA and fringe on that, and that

                                     will be 11.31 an hour, and then the

                                     administrative fee, the per person per

                                     month fee will be $115 per month per

                                     person.

                                     >>FEMALE  GINGER  Reimbursement for

                                     personal care is 16.08 for the personal

                                     care and reimbursed $45 for the

                                     supervisory visits and then the rates that

                                     we negotiated with some of our managed

                                     care organizations will fluctuate from $15

                                     to $17 and some of that, it's all inclusive,

                                     we don't give you a different price, so

                                     there's this one fee and do it out of that.

                                     >>FEMALE  GWEN  Ours is right at $16.

                                     >>SPEAKER  SUZANNE  Was your

                                     traditional personal care rate? How does

                                     that compare with these figures? The
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                                     hourly reimbursement rate for a personal

                                     care agency to provide personal care?

                                     >>FEMALE  GWEN  Well currently, our

                                     base rate is $10, and for our higher up

                                     care is $10.75.

                                     >>SPEAKER  SUZANNE Participant

                                     direction is $________ and other is 10.50.

                                     That's puzzling, usually it flips the other

                                     way.

                                     >>FEMALE  AMI  I think they are using

                                     the agency directed, the traditional.

                                     >>FEMALE  GINGER  We get reimbursed

                                     16.08.

                                     >>FEMALE  AMI  For us, agency directed

                                     is reimbursed at 13.64 an hour. And they

                                     do not have a per member per month.

                                     They will continue to be reimbursed on

                                     that fee for services.

                                     >>SPEAKER  Okay I think our ladies need

                                     a round of applause.

