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Welcome

Training for Case 
Managers: Home and 

Community -Based 
Services (HCBS) Waiver 
Assurances to Improve 

Quality 

 

²ŜƭŎƻƳŜ ǘƻ ǘƻŘŀȅΩǎ ǘǊŀƛƴƛƴƎ ŦƻǊ /ŀǎŜ aŀƴŀƎŜǊǎΣ ƻƴ ǘƘŜ ǘƻǇƛŎ 
of Home and Community-Based Services (HCBS) Waiver 
assurances to Improve Quality.   
 
My name is ___________  and I [describe your title, 
background and experience in the field]. 
 
BŜŦƻǊŜ ǿŜ ōŜƎƛƴ ǘƘŜ ǘǊŀƛƴƛƴƎ ƭŜǘΩǎ Řƻ ŀ ƭƛǘǘƭŜ ƘƻǳǎŜƪŜŜǇƛƴƎΦ  
First, 
[describe such things as]  
 

 Location of bathrooms 
 When breaks will occur 
 Policy on beepers and cell phones 
 Smoking areas 

 
!ǎ ǿŜ Ǝƻ ǘƘǊƻǳƎƘ ǘƘŜ ǘǊŀƛƴƛƴƎ ǿŜΩƭƭ ƭŜŀǾŜ ƭƻǘǎ ƻŦ ǘƛƳŜ ŦƻǊ 
questions and answers. However, if you have a question that 
ǿŜ ŘƻƴΩǘ ƎŜǘ ǘƻΣ ǇƭŜŀǎŜ ǘŀƪŜ ŀ ǎǘƛŎƪȅ ƴƻǘŜ ŀƴŘ ǇƭŀŎŜ ǘƘŀǘ 
question in the Parking Lot [point to flip chart].  That way 
ǿŜΩƭƭ ōŜ ǎǳǊŜ ǘƻ ƎŜǘ ōŀŎƪ ǘƻ ƛǘΦ  CŜŜƭ ŦǊŜŜ ǘƻ Ǉƻǎǘ ȅƻǳǊ 
questions during breaks or anytime during the training.   
 
 

Welcome participants as 
they enter the room.  
Distribute copies of 
handouts and ask 
participants to create a 
name tag.  Place markers 
and a sticky pad on each 
table. Post a flip chart on 
the wall with the questions:    
 

1. Name/Agency/Position 
2. How many years working 

in your field? 
3. What do you like about 

your job?   
 

Post a second flip chart with 
ǘƘŜ ǘƛǘƭŜ άtŀǊƪƛƴƎ [ƻǘέΦ 
 

You may want to do an 
icebreaker exercise as the 
room fills.   
 

Begin the training by 
introducing the topic and 
yourself. 
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 [ŜǘΩǎ ǎǘŀǊǘ ǘƻŘŀȅ ōȅ ŀǎƪƛƴƎ ȅƻǳ ǘƻ ƛƴǘǊƻŘǳŎŜ ȅƻǳǊǎŜƭǾŜǎ ōȅ 

answering the 3 questions on the board [point to second flip 
chart]  

 
1. Name/Agency/Position 
2. How many years working in your field? 
3. What do you like about your job?   

 

Record on a flip chart the total # of yearΩs experience of the 
group and a list of what people like about their work.   

 Add the total # of years of experience in the room. 
Discuss how this training will use the wisdom of the group 
in training exercises and activities.  The group will learn 
from each other. 

 Look at the list of what people like about their work. Note 
Ƙƻǿ Ƴŀƴȅ ŀƴǎǿŜǊǎ ǊŜƭŀǘŜ ǘƻ άƘŜƭǇƛƴƎέ ƻǊ άƛƳǇǊƻǾƛƴƎ ǘƘŜ 
ƭƛǾŜǎ ƻŦ ǘƘŜ I/.{ ǇŀǊǘƛŎƛǇŀƴǘǎέΦ  5ƛǎŎǳǎǎ Ƙƻǿ ǘƘƛǎ ǘǊŀƛƴƛƴƎ 
relates to quality and therefore to their desire to provide 
the best services possible. 

 
 
 
 
 
 
 

If group is small (under 12) 
you can do introductions in 
one large group. If group is 
large, you may want to 
divide into smaller groups 
and have each small group 
do introductions.  If you are 
using groups, give groups  5 
minutes and then ask each 
group to:   
 
(a) count and report out the 

total number of years of 
experience in their 
group. 

(b) Name 3 things people in 
that group like about 
their jobs 
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 !ǎ ǘƘŜ ǘƛǘƭŜ ǎǳƎƎŜǎǘǎΣ ǘƻŘŀȅΩǎ ǘǊŀƛƴƛƴƎ ƛǎ ƴƻǘ Ƨǳǎǘ ŀōƻǳǘ vǳŀƭƛǘy 

services, it is about the Waiver assurances and how the 
assurances relate to quality and to the work that you do.   
 
As case managers we all know the needs of the individuals 
we serve and their desire to live as independently as possible 
in the communityΦ  ²Ŝ ŀƭǎƻ ƪƴƻǿ ǘƘŀǘ ƛǘΩǎ ƻŦǘŜƴ ǘƘŜ ǉǳŀƭƛǘȅ 
of the services and supports that we provide that make that 
possible. 
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ÅStates providing HCBS waiver 
services must make specific 
Assurances to the federal 
government

ÅA state can only continue 
operating HCBS services if 
they comply with the 
Assurances

 

But you may not know that a state providing HCBS waiver 
services must make specific assurances to the federal 
government in order to provide home and community-based 
ǎŜǊǾƛŎŜ ƻǇǘƛƻƴǎΦ  LǘΩǎ ƻƴƭȅ ōȅ ƳŀƪƛƴƎ ǘƘƻǎŜ ŀǎǎǳǊŀƴŎŜǎ ς and 
ǘƘŜƴ ǇǊƻǾƛƴƎ ǿŜΩǾŜ ŎƻƳǇƭƛŜŘ ǿƛǘƘ ǘƘŜƳ ς that we can 
continue to provide our services in home and community-
based settings. 
 
¢ƘŀǘΩǎ ǿƘȅ ƛǘǎ ƛƳǇƻǊǘŀƴǘ ǘƻ ƪƴƻǿ ƳƻǊŜ ŀōƻǳǘ ǘƘŜ ŦŜŘŜǊŀƭ 
assurances and what they mean to you and to the people 
you serve.   
 
Briefly stated, the state must make assurances to the federal 
government in six areas: 
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Assurances at a Glance
1. Level of Care 

2. Service Planning

3. Qualified Providers

4. Health and Welfare

5. Financial Accountability

6. Administrative Authority

 
 

 

 

 

 

 

 
Slide 4 

Introduction

Waiver Basics

HCBS Roles 
and 
Responsibilities

Assurances in 
Action

Level of Care

Service Plan

Qualified 
Providers

Health and 
Welfare

Financial 
Accountability

Administrative 
Authority

Learning Objectives

The basics of the federal HCBS waiver program.

The six federal assurances required to operate a 
HCBS waiver

Federal, state and case management roles in 
promoting quality

How a state proves they are meeting federal 
assurances 

The essential role that case managers play in 
quality

When you finish the course you will be able 
to explain:

 

1. Level of Care  

2. Service Planning 

3. Qualified Providers 

4. Health and Welfare 

5. Financial Accountability 

6. Administrative Authority 

¢ƻŘŀȅ ǿŜΩƭƭ ōŜ ǘŀƭƪƛƴƎ ŀōƻǳǘ ǿƘŀǘ ǘƘŜ ŦŜŘŜǊŀƭ ŀǎǎǳǊŀƴŎŜǎ 
mean, how we comply with the assurances, and how they 
relate to your job and to the health and welfare of the 
people you work with. 
 
When you finish the course you will be able to explain: 
 

 The basics of the federal HCBS waiver program. 

 The six federal assurances required to operate a HCBS 
waiver 

 Federal, state and case management roles in promoting 
quality 

 How a state proves they are meeting federal assurances 

 The critical role you play in promoting and documenting 
quality 
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Training Outline

I. Introduction and Learning Objectives

II. Waiver Basics

III. Roles in Assuring Quality in HCBS

IV. Assurances in Action *

 

As you can see from your agenda, the course is divided into 
four Units: 

1. Introduction and Learning Objectives, which we are 
finishing now 

2. Waiver Basics ς or some background on the HCBS 
waiver 

3. Roles in Assuring Quality in HCBS ς ǿƘŜǊŜ ǿŜΩƭƭ ǘŀƭƪ 
not just about your role as a case manager, but also 
the roles of the state and federal government. 

4. Assurances in Action ς which is the heart of the 
ǘǊŀƛƴƛƴƎΦ Lƴ ǘƘƛǎ ¦ƴƛǘ ǿŜΩƭƭ ƛƴǘǊƻŘǳŎŜ ȅƻǳ ǘƻ ŀ case 
ǎǘǳŘȅ ǘƘŀǘ ǿŜΩƭƭ ǘƘŜƴ Ŧƻƭƭƻǿ ǘƘǊƻǳƎƘ ŜŀŎƘ ƻŦ ǘƘŜ ǎƛȄ 
assurances.  The case study focuses on how the 
assurances impact your daily work. As you go through 
ǘƘŜ ŎŀǎŜ ǎǘǳŘȅ ȅƻǳΩƭƭ ƘŀǾŜ ǘƘŜ ƻǇǇƻǊǘǳƴƛǘȅ ǘƻ ǿƻǊƪ 
through several exercises related to the assurances 
both in small groups and in the large group. 

But before discussing the six assurances, it might be helpful 
to review the history of the assurances and why they are so 
critical to what you do as a case manager. 
 
Any questions before we move on to Waiver Basics? 
 

Trainer Tip: 
Post any questions that will 
be answered later in the 
training on the Parking Lot. 
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 Before we talk about the assurances, it might be helpful to 

review the history of the waiver and why the assurances are 
so critical to your role as a Case Manager. 

 

 Ask the Group: First, what do you know about Medicaid?  

Response: Medicaid is a joint federal/state funding program 
that pays for most long term care for low income older 
persons and persons with disabilities.  
 
For many years, nursing facilities and institutions were the 
only options for persons needing long-term assistance under 
Medicaid. But when given the choice, many people would 
rather live in the community rather than in an institution. 
 

Trainer Tip: 
Move to slide as group is 
answering the question.  
Mention how important 
the federal funding is to 
states; how states would 
be unable to afford long-
term care programs 
without it. 
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Quote From an HCBS Participant about 
the services she receives that allow her 
to live at home:

ñGloria is my PCA and she has been here 
for years. I'll tell you something; Gloria is 
the nearest thing to an angel walking 
around in a pair of shoes that you'll ever 
meet.ò

[Florenceôs Story, from ñStories - The experiences and voices of people who live successfully 
and independently in their own homesò, Maine DHHS]

 

Ask the Group: This is a quote from an actual participant in 

HCBS services.  What do you hear in your work about the 
value of receiving home or community services rather than 
institutional care?  
 
Response: After listing responses, conclude by 
congratulating the case managers on making home care a 
safe and preferred option 

Trainer Tip: 
Lead a short brainstorm; 
move on after a few 
comments 
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 Recognizing the preference for home and community based 

care, the Centers for Medicare & Medicaid Services or CMS 
established the HCBS waiver as an alternative to institutions.  
 
The HCBS waiver allows a state to use Medicaid funding to 
provide services and supports to persons living in their 
homes or in other community-based settings, such as group 
homes, adult foster homes or assisted living facilities.  States 
have some flexibility in determining which services and 
supports they will include in their waiver program. 
 

Ask the Group: What kinds of services and supports are 

you providing under the waiver?  
 
Response: Probe for examples such: case management, 
homemaker services, home health aide services, personal 
care services, adult day health, habilitation, and respite 
care.  
 
Persons are eligible to receive HCBS waiver services if they 
meet federal qualification criteria and if the cost of home or 
community-based care is not more than it what would have 
been in a nursing facility or institution.  Some states calculate 
this on an individual participant basis; others look to see that 

Trainer Tip: If your 
audience is not be familiar 
with CMS, ask them to tell 
you what they know and 
respond with the following: 
ά/a{ ƛǎ ǘƘŜ US federal 
agency which administers 
Medicare, Medicaid, and 
the Children's Health 
LƴǎǳǊŀƴŎŜ tǊƻƎǊŀƳΦ ²ŜΩƭƭ 
talk a lot more about them 
ŀǎ ǿŜ Ǝƻ ǘƘǊƻǳƎƘ ǘƻŘŀȅΩǎ 
ǘǊŀƛƴƛƴƎΦέ 
 
Trainer Tip:  During 
discussion list services and 
supports on a flip chart. If 
they miss any key services, 
add them.  
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in the aggregate the cost of services for all HCBS participants 
is less that the cost of institutional care. ²ŜΩƭƭ ǘŀƭƪ ƳƻǊŜ 
about eligibility later. 
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HCBS Waiver Application

Initial application is approved 
for 3 years

Renewal applications are 
approved for 5 years 

 

Ask the Group: Response:  If a state wants to operate a 

waiver program, it must apply for permission to CMS 
through a HCBS waiver application. 
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Target population to be served

Number of people to be served

Services provided

Self -direction

Geographic area served

Administrative structure of operating the 
waiver

Waiver design can be flexible re:

 

In that application there are some things states can be 
flexible about, and others that states are required to include 
in their design.  For instance, states can be flexible in how 
they design their waiver with respect to: 

 Target population to be served: HCBS waivers serve many 
people with different needs. This includes older adults, 
adults with physical disabilities, people with intellectual 
disabilities, people with mental illness, and children who 
are dependent on technology for assistance; people with 
AIDS may also be served by HCBS waiver programs.  

 Number of people to be served 

Trainer Tip:  You will have 
an exercise later to 
describe how each of these 
items does or does not 
apply in your state.   
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 Services provided ς ǿŜΩǾŜ ŀƭǊŜŀŘȅ ǘŀƭƪŜŘ ŀōƻǳǘ ǎŜǊvices in 

our state 

  Self-Direction - Some states and waivers choose to allow 
self-direction options, where participants direct their own 
services, taking responsibility for managing the 
recruitment, hiring, and supervision of individuals who 
furnish daily supports. 

 Geographic areas served  

Administrative structure for operating the waiver: the State 
aŜŘƛŎŀƛŘ !ƎŜƴŎȅ ŎŀƴΩǘ ŘŜƭŜƎŀǘŜ ƛǘǎ authority over the waiver 
but it may enter into agreements with other contracted 
entities to oversee aspects of the HCBS Waiver administration 
and operations.   

 
Trainer Tip:  Mention 
whether or not your waiver 
includes self-direction 
options. 
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Every application must address 
how a state intends to meet the 
specific CMS requirements 
known as the HCBS waiver
Assurances . 

 

Important Point 
Because the assurances have an impact on your work each 
and every day.  Much of what you are asked to do, and 
particularly how you are asked to document what you do, ties 
back to the assurances 
But regardless of the HCBS waiver design, every application 
must address how a state intends to meet the specific CMS 
requirements known as the HCBS waiver assurances. 
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 Why? The assurances were put into place by Congress to 

address the unique challenges of assuring the quality of 
services delivered to vulnerable persons living in their 
homes.  
 

Ask the Group:  What kind of unique challenges to 

monitoring quality do you find in home and community based 
settings? 

Response: Probe for examples such as:  

 There is no one on sight at all times to keep an eye on 
care and services 

 Clients rely on many people for their care and safety 
without much coordination 

 Clients may be vulnerable and not know how to seek 
help  

 People may be afraid of losing their services if they 
report problems; they may be afraid of being 
institutionalized 

 
After its HCBS waiver is approved, a state must regularly 
submit evidence to CMS documenting that the HCBS program 
is operating as approved and is in compliance with each of 
the six assurances.  

Trainer Tip:  List responses 
on a flip chart. If they miss 
any key challenges, add 
them 
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Evidence of Compliance

After its HCBS waiver is 

approved, a state must

regularly submit evidence to 

CMS that the program is in 

compliance with the waiver 

design and the Assurances.
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A state must identify ñperformance 
measuresò to monitor how well the 
state is meeting each federal 
Assurance. 

States report on progress in 
meeting their measures in an 
Evidence Report to CMS.
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Performance Measures

Example:  What is the measure for a 
baseball playerôs performance at bat?

Answer: 

Batting Average =  

# hits
# of times at bat
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Performance Measures
A state has a policy that case managers 
conduct an in -home visit with every 
participant every quarter.

What might be a performance measure?

Answer : 

# of participants with quarterly visits
total # of HCBS participants 

 

 
What does CMS mean by Evidence? Evidence is a report 
ǎƘƻǿƛƴƎ Ƙƻǿ ǿŜƭƭ ŀ ǎǘŀǘŜΩǎ I/.{ ²ŀƛǾŜǊ ƳŜŜǘǎ ǘƘŜ 
requirements of each federal Assurance.  As part of its HCBS 
ŀǇǇƭƛŎŀǘƛƻƴ ŀ ǎǘŀǘŜ Ƴǳǎǘ ƛŘŜƴǘƛŦȅ άǇŜǊŦƻǊƳŀƴŎŜ ƳŜŀǎǳǊŜǎέ ǘƻ 
monitor activity under each Federal Assurance.  Evidence 
reports demonstrate whether or not the state has met its 
performance measures. Where performance is weak, the 
plan also identifies plans for improvement.  
 
What is a performance measure? 
 

Ask the Group: to suggest possible examples of 

performance measures ς for their work or for any subject 
they wish, (a baseball team, etc)  

defines the measure in % terms. Record examples on the flip 
chart.  

Then present actual examples from your state HCBS plan 
and discuss. 

 

Trainer Tip: Before activity 
review the slides re: 
evidence and performance 
measures. Remind 
audience that 
performance measures are 
generally expressed as a 
percentage.  For example ς 
the percent of participants 
with an in-home visit from 
their case manager every 
quarter (or however often 
required by state policy).   
 

Numerator =  
# of participants with 

quarterly visits 
Denominator= Total # of 
participants on HCBS 
Waiver 
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Assurances
1. Level of Care ïPeople are eligible for the HCBS services 

they receive

2. Service Planning ïA personôs needs are accurately 
reflected in a person -centered service plan

3. Qualified Providers ïWorkers providing services are 
qualified

4. Health and Welfare ïPeople are protected from abuse, 
neglect and exploitation

5. Financial Accountability ïOnly approved services are 
paid; service costs donôt exceed institutional costs

6. Administrative Authority ïState Medicaid agency is 
accountable to CMS

 

Important Point 
So what are the assurances, and how do they relate to you? 
The six assurances, and the subject of this training, are: 

1. Level of Care: Participants enrolled in the HCBS waiver 
meet the level of care criteria consistent with those 
residing in institutions. 

2. Service PlanΥ ! ǇŜǊǎƻƴΩǎ ƴŜŜŘǎ ŀƴŘ ǇǊŜŦŜǊŜƴŎŜǎ ŀǊŜ 
accurately assessed and reflected in a person-centered 
service plan.  

3. Qualified Providers: Workers providing services are 
qualified.   

4. Health and Welfare: People are protected from abuse, 
neglect and exploitation and get help with things go wrong 
or bad things happen.  

5. Financial Accountability: A state Medicaid agency pays 
only for services that are approved and provided, the costs 
for which do not exceed the cost of nursing facility or 
institutional care, on either a per person or aggregate 
basis, (as determined by the state).    

6. Administrative Authority: A state Medicaid Agency is 
accountable for HCBS Waiver design, operations and 
performance. 

²ŜΩƭƭ ǘŀƭƪ ŀ ƭƻǘ ƳƻǊŜ ŀōƻǳǘ ŜŀŎƘ ƻŦ ǘƘŜ ŀǎǎǳǊŀƴŎŜǎ ƛƴ ¦ƴƛǘ L± 
ƻŦ ǘƻŘŀȅΩǎ ǘǊŀƛƴƛƴƎΦ 
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Much of what you are asked to 
do, and particularly how you are 
asked to document what you do, 
ties back to the assurances.

 

Why is it important for you to know about the six assurances?   

Important Point 
Because the assurances have an impact on your work each 
and every day.  Much of what you are asked to do, and 
particularly how you are asked to document what you do, ties 
back to the assurances. 
 
The fact is, that you, as case managers, play an absolutely 
essential role in assuring quality in HCBS services.   But 
ȅƻǳΩǊŜ ƴƻǘ ŀƭƻƴŜΦ 
  
Before we move on to talk about all of the roles in HCBS 
ǉǳŀƭƛǘȅΣ ŀƴŘ ƛƴ ǘƘŜ ŀǎǎǳǊŀƴŎŜǎΣ ƭŜǘΩǎ ǘŀƪŜ ŀ ƳƻƳŜƴǘ ǘƻ ǊŜǾƛŜǿ 
ǿƘŀǘ ǿŜΩǾŜ ƭŜŀǊƴŜŘ ǎo far about waiver basics. 
 

Activity: 
CƻǊ ǘƘƛǎ ŜȄŜǊŎƛǎŜ ǿŜΩƭƭ ōǊŜŀƪ ƛƴǘƻ ƎǊƻǳǇǎΦ Lƴ ȅƻǳǊ ƎǊƻǳǇ ǘŀƪŜ 
15 minutes to answer the questions in the handout titled 
Group Exercise #1.  Ask someone in your group to record and 
someone to report out. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
Trainer Tip:  If you have 10 
ƻǊ ƳƻǊŜ ǇŀǊǘƛŎƛǇŀƴǘǎ ƛǘΩǎ ŀ 
good idea to break them 
into groups for this activity. 
See tips for dividing groups 
in the introductory training 
materials 
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!ǘ ǘƘŜ ŜƴŘ ƻŦ ǘƘŜ мр ƳƛƴǳǘŜǎ ǿŜΩƭƭ ŀǎƪ ŜŀŎƘ ƎǊƻǳǇ ǘƻ ǘŜƭƭ ǿƘŀǘ 
they know abƻǳǘ ǘƘŜ ǿŀƛǾŜǊόǎύ ǘƘŜȅΩǊŜ ǿƻǊƪƛƴƎ ƻƴΦ  ¸ƻǳΩƭƭ Řƻ 
this by answering question #1.  You may not know all the 
ŀƴǎǿŜǊǎΣ ōǳǘ ƭŜǘΩǎ ǎŜŜ ǿƘŀǘ ǿŜ Řƻ ƪƴƻǿΦ LŦ ȅƻǳ ƘŀǾŜ ǘƛƳŜΣ 
ŀƭǎƻ ŀƴǎǿŜǊ ǉǳŜǎǘƛƻƴǎ н ŀƴŘ о ŀǎ ŀ ƎǊƻǳǇΦ ²ŜΩƭƭ ƎŜǘ ōŀŎƪ 
together in 15 minutes. 

1.  What do ȅƻǳ ƪƴƻǿ ŀōƻǳǘ ǘƘŜ ǿŀƛǾŜǊόǎύ ȅƻǳΩǊŜ ǿƻǊƪƛƴƎ ƻƴΚ tƭŜŀǎŜ 
describe: 

 Name of HCBS waiver(s) that you are working on 

 Target population of your waiver(s) 

 Geographic area served by your waiver(s) 

 HCBS waiver capacity (maximum number of persons who can be 
served) 

 Name of your state Medicaid agency 

 Name of state agency that operates the waiver 

2.  Are any of the following NOT federal assurances? 
a. Level of Care 
b. Service Plan 
c. Qualified Providers 
d. Health and Welfare 
e. Standard Design 
f. Financial Accountability 
g. Administrative Authority 
h. All are assurances 

 

Trainer Tip:  At the end of 
15 minutes ask each group 
to report out on Question 
мΦ  LŦ ǘƘŜȅ ŘƻƴΩǘ ƘŀǾŜ ŀƭƭ ǘƘŜ 
answers either provide the 
missing information or 
suggest that their 
homework is to get that 
information from their 
supervisors. 
 
Then ask all groups 
together how they 
answered question 2 and 
then 3. Look for 
opportunities to reinforce 
the learning material as 
groups report out. 
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ResponseΥ /ƻǊǊŜŎǘ !ƴǎǿŜǊ Ґ 9Φ  !ǎ ǿŜΩǾŜ ǎŀƛŘΣ /a{ ŘƻŜǎ 
allow flexibility in some aspects of waiver design. But all 
waivers must meet the six assurances. 

 ResponseΥ /ƻǊǊŜŎǘ !ƴǎǿŜǊ Ґ 9Φ  !ǎ ǿŜΩǾŜ ǎŀƛŘΣ /a{ ŘƻŜǎ 
allow flexibility in some aspects of waiver design. But all 
waivers must meet the six assurances. 
 
3. The federal assurances are: 

a. assurances that states make to CMS in order to 
operate an HCBS program 

b. Designed to promote quality  
c. Directly related to the role of the case manager 
d. All of the above 

Response: Correct answer = D 
 
Ok, before we move on to discuss roles in HCBS waiver 
quality, including your role as a Case Manager, do you have 
ŀƴȅ ǉǳŜǎǘƛƻƴǎ ƻƴ άǘƘŜ ōŀǎƛŎǎέΚ 

 
 
 
 
 
 
 
 
Trainer Tip:  If questions 
come up that are covered 
in other parts of the 
training, put the question 
on the parking list and ask 
the audience to be patient; 
you will get to their 
question later. 
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 Great. Sounds like everyone has a pretty good handle on the 

ōŀǎƛŎǎΦ {ƻ ƭŜǘΩǎ ƳƻǾŜ ŦƻǊǿŀǊŘ ǘƻ ǘŀƭƪ ŀ ƭƛǘǘƭŜ ōƛǘ ŀōƻǳǘ ǘƘŜ 
HCBS quality system and who is involved. 
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At the center of the HCBS quality system are the individuals 
we serve: the entire system is created to assure that 
participants get the individualized services and supports that 
they need.  But who is responsible for assuring the quality of 
those services? Well,  
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As a case manager, you play a 
key role in assuring that the 
HCBS Waiver works to meet 
participant needs and improve 
outcomes. 
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Important Point 
As a case manager, you play a key role in assuring that the 
HCBS Waiver works to meet participant needs and improve 
outcomes. 
 
After all, you understand better than most how quality 
services and supports protect vulnerable individuals.  But 
others are involved in this process as well. In fact, the HCBS 
Waiver quality cycle has multiple partners with multiple 
roles. 
 
¸ƻǳΩƭƭ ŦƛƴŘ ǘƘƛǎ ƎǊŀǇƘƛŎ ƛƴ ȅƻǳǊ ƘŀƴŘƻǳǘǎΦ  Lǘ ƳƛƎƘǘ ōŜ ƘŜƭǇŦǳƭ 
to follow along as we go through the process. 

Trainer Tip: 
Make sure everyone has 
the graphic in front of them 
before moving on. 
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¸ƻǳΩƭƭ ǎŜŜ ƛƴ ǘƘŜ ƳƛŘŘƭŜ ƻŦ ǘƘŜ ƎǊŀǇƘƛŎ ǘƘŜ ǘƘǊŜŜ ƳŀƧƻǊ ǇŀǊǘƛŜǎ 
who contribute to HCBS quality: CMS or the federal role, the 
State Medicaid Agency, or the State role, and the role of the 
case manager and case management agency ς your role. 
 
The three roles are generalized as Waiver Requirements, 
Waiver Administration and Waiver Implementation. Broadly 
ǎǇŜŀƪƛƴƎΣ ǘƘŀǘΩǎ ǘƘŜ ǇŀǊǘ ǘƘŀǘ ŜŀŎƘ ǇŀǊǘȅ Ǉƭŀȅǎ ƛƴ ǘƘŜ ǉǳŀƭƛǘȅ 
system. 
 
¸ƻǳΩƭƭ ŀƭǎƻ see some large arrows at the top and bottom of 
the graphic. The top arrow represents the Quality Assurance 
half of the cycle.  Looking left to right, here HCBS quality 
requirements ς such as the six assurances -are established by 
the federal CMS.   The CMS requirements are then translated 
by the state into a waiver design and state specific rules and 
policies.   Next, the state rules and policies guide how service 
providers ς including case management agencies -- 
implement the waiver program. 
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The bottom arrow represents the other half of the cycle: 
Quality Monitoring and Improvement.  Looking right to left, 
here the documentation collected from case management 
and service providers is compiled by the state as part of its 
monitoring function. The data serves as the basis of the 
evidence report that is submitted by the state to CMS. In 
addition to reviewing evidence to make sure states are 
meeting the Assurances, CMS also analyzes the data from all 
ǎǘŀǘŜǎ ŦƻǊ ǇŀǘǘŜǊƴǎ ǘƘŀǘ ǎǳƎƎŜǎǘ ǿƘŀǘ ŘƻŜǎ ŀƴŘ ŘƻŜǎƴΩǘ ǿƻǊƪ 
in HCBS quality. 
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What CMS learns over time about what works in HCBS 
programs ς both from state evidence reports and from 
research ς impacts future CMS requirements. That closes the 
loop in the cycle, moving back up to the Quality 
Requirements arrow.  Any questions? 
 
Now that you have a general idea of how the cycle works, 
ƭŜǘΩǎ ƭƻƻƪ ŀǘ ŜŀŎƘ ǊƻƭŜ ƛƴ ŀ ƭƛǘǘƭŜ ƳƻǊŜ ŘŜǘŀƛƭΦ 

 



III Waiver Roles and Responsibilities  

Assuring quality in home and community-based services 
 

 19 

Slides Narration Tips and Resources 
Slide 22 

Introduction

Waiver Basics

HCBS Roles 
and 
Responsibilities

Assurances in 
Action

Level of Care

Service Plan

Qualified 
Providers

Health and 
Welfare

Financial 
Accountability

Administrative 
Authority

The Federal Role

CMS has final oversight of the 
HCBS waiver and is responsible 
for setting national policy on 
waiver requirements. 

 

1.  Federal Role 
Looking first at the federal role, CMS has final oversight of 
the HCBS Waiver program and is responsible for setting 
national policy on waiver requirements. The federal 
assurances are an example of a CMS requirement. 
 

Ask the Group:!ƴȅ ƛŘŜŀǎ ƻƴ ǿƘŀǘ ŜƭǎŜ ƳƛƎƘǘ ōŜ ƛƴ /a{Ωǎ 
role? 

Response: Look for answers such as: 

 Sets policy and requirements for HCBS waivers based on 
the assurances 

 Approves HCBS waiver applications submitted by a state.  

 wŜǾƛŜǿǎ ǘƘŜ ǎǘŀǘŜΩǎ ŜǾƛŘŜƴŎŜ ǘƻ ŘŜǘŜǊƳƛƴŜ ƛŦ ǘƘŜ I/.{ 
waiver meets federal assurances. This evidence may come 
from your case records.  

 Reports to Congress on the performance of HCBS waiver 
programs. 

Trainer Tip: 
This is a quick brainstorm; 
record group responses; 
add the points you think are 
key and then move on. 

 

 Important Point 
If your state meets the six assurances, as determined by a 
review of evidence, (remember our discussion of 
ǇŜǊŦƻǊƳŀƴŎŜ ƳŜŀǎǳǊŜǎΚύ /a{ ǿƛƭƭ ŀǇǇǊƻǾŜ ȅƻǳǊ ǎǘŀǘŜΩǎ 
application and you will be able to continue providing HCBS 
services. 
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The State Medicaid 
Agency Role

The state Medicaid agency is 
accountable to CMS for the 
design and operation of its HCBS 
waivers. 

 
 

2.  State Medicaid Agency Role  
The next partner in the quality assurance system is our state 
Medicaid Agency.   

The state Medicaid Agency is accountable to CMS for the 
design and operation of its HCBS waivers. Other agencies 
may manage or operate the HCBS waiver program, but the 
state Medicaid Agency has final authority.  

Ask the Group: 

Think back to the graphic -- what does the state Medicaid 
agency do?   

 

Response:  Lead discussion. Probe for: 

 Reports to Congress on the performance of HCBS waiver 
programs. 

 Determines the rules and policies for how the waiver is 
implemented ς the rules are consistent with the Federal 
assurances. (See top arrow) 

   

  
 
 
 
 
Trainer Tip:  Another quick 
brainstorm. Identify the 
state Medicaid agency. List 
responses to question 2 on 
flip chart. If they miss any 
key roles, add them. 
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  Monitors that rules and policies are being met through 

participant records, provider agency records, program 
data, participant surveys and so on. 

 !ǇǇƭƛŜǎ ǎŀƴŎǘƛƻƴǎ ƛŦ ǊǳƭŜǎ ŀǊŜƴΩǘ ōŜƛƴƎ ƳŜǘ  

 Arranges special investigations and hearings on serious 
issues  

 Reports to CMS via evidence reports showing that a state 
meets the terms of the HCBS waiver and the assurances. 

 

Where does that state evidence come from?  

In part, it comes from you. Remember the bottom arrow on 
the graphic? A state reviews documentation from individual 
participŀƴǘ ǊŜŎƻǊŘǎ ǘƻ ŀǎǎŜǎǎ ŀƴ ŀƎŜƴŎȅΩǎ ǇŜǊŦƻǊƳŀƴŎŜ ŀƎŀƛƴǎǘ 
the federal Assurances.  The state then compiles that 
information for all agencies across the state and submits that 
data in their evidence report. 

 



III Waiver Roles and Responsibilities  

Assuring quality in home and community-based services 
 

 22 

Slides Narration Tips and Resources 
Slide 24 

Introduction

Waiver Basics

HCBS Roles 
and 
Responsibilities

Assurances in 
Action

Level of Care

Service Plan

Qualified 
Providers

Health and 
Welfare

Financial 
Accountability

Administrative 
Authority

Case Managers Role

Ultimately, quality services and 
supports begin with the 
interaction between a participant 
and a case manager. 
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Quality depends on your ability 
to implement the safeguards 
contained in the assurances.

 

оΦ /ŀǎŜ aŀƴƎŜǊΩǎ wƻƭŜ  

But all the federal assurances and rules established by CMS 
and your state would mean nothing without quality case 
management.  Ultimately, quality services and supports 
begin with the interaction between a participant and a case 
manager. 

 

Important Point 
Quality depends on your ability to implement the safeguards 
contained in the assurances. 

 

Ask the Group: How do case managers assure quality? The 

actual role of a case manager may vary across states, but 
most case managers perform several core functions in 
assuring the quality of the HCBS Waiver.   

What do you consider to be some of the key functions of a 
Case Manager? How does each function contribute to 
quality? 

 
 
 
 
 
 
 
 
 
 
 
 
Trainer Tip: 
Quick large group 
brainstorm. Make sure the 
5 core functions below are 
mentioned, then move on 
to reinforce a sixth 
function, documentation. 
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Key Case Manager 
Functions for Quality

Assessment

Service Plan Development

Referral

Monitoring

Remediation

Documentation 

 

Response: Probe for the following: 

 Assessment: The foundation of your work is an accurate 
ŜǾŀƭǳŀǘƛƻƴ ƻŦ ŀ ǇŀǊǘƛŎƛǇŀƴǘΩǎ ǎǘǊŜƴƎǘƘǎΣ ƴŜŜŘǎΣ 
preferences, supports and desired outcomes. 

 Service Plan development: You work with participants to 
design a service plan that enables them to meet their 
goals. 

 Referral: You provide information to help participants 
choose qualified providers and make arrangements to 
assure providers follow the service plan.  

 Monitoring: You make sure that participants get 
authorized services and that services meet participant 
needs and goals.  

 Remediation: You resolve problems when something 
goes wrong as well as anticipate the potential for 
problems.  

 

 
!ƴŘ ƭŜǘΩǎ ƴƻǘ ŦƻǊƎŜǘ ŀ Ŧƛƴŀƭ ŎƻǊŜ ŦǳƴŎǘƛƻƴΥ 5h/¦a9b¢!¢LhbΗ 
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In addition to the important 
work you do to promote quality 
directly with participants, as a 
case manager you have an 
equally important role in 
documenting what you do. 

 

 

Important Point 
In addition to the important work you do to promote quality 
directly with participants, as a case manager you have an 
equally important role in documenting what you do.   

Good documentation: 

 Allows you to review your work and track changes. 

 Provides continuity for others who work with the 
individual. 

 Helps you and agency administrators identify 
opportunities for quality improvement. 

 Provides the evidence required by your state to meet 
the federal assurances. 
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.ǳǘ ǘƘŀǘΩǎ ƴƻǘ ŀƭƭΦ  ¢ƘŜ ƛƴŦƻǊƳŀǘƛƻƴ ȅƻǳ ǇǊƻǾƛŘŜ ǘƘǊƻǳƎƘ ȅƻǳǊ 
documentation not only provides evidence that you are 
meeting the assurances, it also impacts future services.  
Remember how we closed the cycle? 
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So far weôve learned:

The basics of the HCBS waiver 
program

The six assurances

HCBS roles in quality

 

OK, this concludes our discussion of roles.  At this point 
ȅƻǳΩǾŜ ƘŜŀǊŘ ŀ ƭƛǘǘƭŜ ōƛǘ ŀōƻǳǘ ǘƘŜ ōŀǎƛŎǎ ƻŦ ǘƘŜ I/.{ ǿŀƛǾŜǊ 
ǇǊƻƎǊŀƳΣ ȅƻǳΩǾŜ ōŜŜƴ ƛƴǘǊƻŘuced to the six assurances, and 
ȅƻǳΩǾŜ ƘŀŘ ŀ ŎƘŀƴŎŜ ǘƻ ǘŀƭƪ ŀōƻǳǘ ǘƘŜ ŘƛŦŦŜǊŜƴǘ ǊƻƭŜǎ ƛƴǾƻƭǾŜŘ 
in assuring quality. 
 
Its time now to take a look at each individual Assurance in 
action, and to apply each Assurance to a case study. 
 
Any questions before we move on? 

This might be a good time 
for a break if your group 
has been sitting for more 
than 60 minutes 
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Assurances in Action

How do the Assurances work in Real Life?  

Letôs look at each Assurance through a 

Case Study

 

Now its time to look at each assurance individually and think 
ŀōƻǳǘ ǘƘŜ ŀǎǎǳǊŀƴŎŜǎ άƛƴ ŀŎǘƛƻƴέΦ ²ŜΩƭƭ Řƻ ǘƘŀǘ ŦƛǊǎǘ ōȅ 
describing each Assurance and then by asking you to apply 
that assurance to a case study. 
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Three Questions:
1. What are the requirements of the 

Assurance?

2. How does a state demonstrate 
compliance with the Assurance?

3. Whatôs your role as a Case Manager in 
meeting the Assurance?

 

When describing each assuranŎŜ ǿŜΩƭƭ ōŜ ŀƴǎǿŜǊƛƴƎ ǘƘŜ 
following three questions: 

1. What are the requirements of the assurance? 

2. How does a state demonstrate compliance with the 
Assurance? 

3. ²ƘŀǘΩǎ ȅƻǳǊ ǊƻƭŜ ŀǎ ŀ /ŀǎŜ aŀƴŀƎŜǊ ƛƴ ƳŜŜǘƛƴƎ ǘƘŜ 
assurance? 

[ŜǘΩǎ ƧǳƳǇ ƛƴ ƴƻǿ ōȅ ǊŜŀŘƛƴƎ ŀ ƭƛǘǘƭŜ background on the case 
ǎǘǳŘȅ ǿŜΩƭƭ ōŜ ǳǎƛƴƎ ǘƘǊƻǳƎƘƻǳǘ ǘƘƛǎ ¦ƴƛǘΦ  IŜǊŜΩǎ ŀƴ 
introduction to the case; take a minute to read it and then 
ǿŜΩƭƭ ōŜƎƛƴΦ 

[When most are finished reading].   

Ask the Group: So what do we know so far?  
 
Response: record observations on a flip chart 

 
 
 
 
 
 
 
 
Trainer Tip: 
Select one of the two case 
studies from the on-line 
folder.  Hand out Episode 
#1 and Background. 
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²ƛǘƘ ǘƘƛǎ ƛƴ ƳƛƴŘΣ ƭŜǘΩǎ ǎǘŀǊǘ ǊŜƭŀǘƛƴƎ ŜŀŎƘ ƻŦ ǘƘŜ ŀǎǎǳǊŀƴŎŜǎ ǘƻ 
our case 
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Assurance:

Level of Care

 

Assurance 1 is about Level of Care determinations.   
 
1. What are the requirements of the assurance? 
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1. What are the requirements 
of this assurance?

Anyone receiving services under 
the HCBS waiver would otherwise 
qualify for Medicaid reimbursable 

institutional care.
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CMS is looking for:

Criteria and methods for 
determining who qualifies 

Assurances that only qualified  
organizations conduct level of care 
determinations 

HCBS participants are re -assessed 
for level of care at least annually; 
more often if their status changes

 

Ask the Group: Does anyone know what the requirements 

are for this assurance? 
 

Important Point 
Participants enrolled in the HCBS waiver meet the level of 
care criteria consistent with those residing in institutions  
 
That means that before CMS will aǇǇǊƻǾŜ ƻǳǊ ǎǘŀǘŜΩǎ ǿŀƛǾŜǊ 
application, we have to describe to CMS how our level of care 
determinations will be made.  
 
And in that description, we must show that we have: 
 
Number 1: Criteria and methods for determining qualification 
for institutional level of care. 

Trainer Tip: Let audience 
offer suggestions about 
what LOC means in their 
setting before moving on. 
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 Number 2:  Qualified agencies to conduct the level of care 

evaluations. 

And Number 3: A schedule for evaluating, at least annually, 
that a person continues to meet institutional level of care.   

 

²ŜΩƭƭ ǘŀƪŜ ŀ ŎƭƻǎŜǊ ƭƻƻƪ ŀǘ ŜŀŎƘ ƻŦ ǘƘŜǎŜ ƛƴ ƻǳǊ /ŀǎŜ {ǘǳŘȅΦ 

Trainer Tip: Optional text  
In some states the 
evaluation must be more 
often than annually if there 
is a significant change in a 
ǇŜǊǎƻƴΩǎ ǎǘŀǘus. Do you 
know the rules in our state? 
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2. How does a state 
demonstrate compliance with 
this assurance?

Select qualified providers to conduct level 
of care determinations

Monitor that qualified provider is 
following state rules

Summarize the results of the monitoring 
activities into the Evidence Report 

 

2. How does a state demonstrate compliance with this 
Assurance: 

First, a state selects a qualified agency to conduct LOC 
assessments and monitors the agency to make sure that 
ǘƘŜȅΩǊŜ ŦƻƭƭƻǿƛƴƎ ǎǘŀǘŜ ǊǳƭŜǎ ŀƴŘ ǇǊƻŎŜŘǳǊŜǎΦ  Lƴ ŦŀŎǘΣ ǘƘŀǘΩǎ 
one of the things the state looks at when they audit our 
participant files ς they want to be sure everyone has an up to 
date LOC assessment.  

 



IV Assurances in Action: LOC  

Assuring quality in home and community-based services 
 

 29 

Slides Narration Tips and Resources 
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3. What is your role as a Case 
Manager in meeting this 
assurance ?

Whether or not you conduct level 
of care assessments yourself, 
can you name some of the ways 
case managers still participate in 
this Assurance?

 

Next, the state summarizes the results of their monitoring 
activities in an evidence report to CMS.  If the state is not 
meeting this ς or any -- assurance, we may not get permission 
to continue the HCBS waiver program. 
 
3. What is your role as a Case Manager in meeting this 
Assurance? 

States vary in how LOC assessments are done.  In some states 
case managers conduct level of care assessments/re-
assessments directly, in others an outside agency is 
contracted by the State Medicaid Agency to do the 
assessments.  

 

Ask the Group: Who does LOC assessments for your 

participants? 

LŦ ŎŀǎŜ ƳŀƴŀƎŜǊǎ ŘƻƴΩǘ ŎƻƴŘǳŎǘ ǘƘŜ [h/ ŀǎǎŜǎǎƳŜƴǘΣ Ŏŀƴ ȅƻǳ 
name some of the ways case managers still participate in this 
Assurance?   

 

 

 

 

Trainer Tip: 
This activity can be used 
whether or not case 
managers in your waiver 
conduct the initial LOC 
assessments.  Ask group to 
brainstorm ways in which 
ŎŀǎŜ ƳŀƴŀƎŜǊΩǎ ƘŜƭǇ ƳŜŜǘ 
this assurance beyond 
conducting the LOC 
themselves. This is a quick 
brainstorm; the case study 
provides additional 
information. 
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 Probe for things such as: 

 Explaining the re-assessment process to participants 
including their rights to due process. 

 Scheduling re-assessments for the participant at least 
annually. 

 Alerting responsible entities when a participant may have 
a change in condition that necessitates a new level of 
care determination.  

Lǘ ŘƻŜǎƴΩǘ ƳŀǘǘŜǊ ƛŦ ǘƘŜȅ ǎǳƎƎŜǎǘ ŀƭƭ ƻŦ ǘƘŜ ƪŜȅ ǇƻƛƴǘǎΤ ǘƘŜ ŎŀǎŜ 
study will bring out additional information out. 

 
[ŜǘΩǎ ǎǘƻǇ ƴƻǿ ŀƴŘ Ǝƻ ōŀŎk to our case study. Its time to see 
how Ruby is doing in applying the first Assurance to her 
ǿƻǊƪΧ 
 

Activity: ²ŜΩƭƭ Řƻ ǘƘƛǎ ŀƎŀƛƴ ƛƴ ƎǊƻǳǇǎΦ  CƛǊǎǘ ǊŜŀŘκǾƛŜǿ ǘƘŜ 
case study, and then work with your group to answer the 
process questions titled Episode #2 Process Questions. 
 
¸ƻǳΩƭƭ ƘŀǾŜ мр ƳƛƴǳǘŜǎ ŦƻǊ ǘƘƛǎ ŜȄŜǊŎƛǎŜΦ 

 

 

 

 

 

 

 

 

 

 

 

 

Trainer Tip:  
Hand out the case study, 
Episode #2. If you are also 
viewing the case study play 
the video for Episode #2, 
Level of Care.   
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 Process Questions and Responses: 

 
1. Even if Mr. Kaye/Sam had not met the institutional level of 

care criteria he could still receive HCBS waiver services but 
would be placed on a waiting list.  True or False? 

 
Response:  False 
 
2. What are some of the level of care criteria in our state? 
 
Response:  Ask each group to offer at least one item from 
their list; record on flip chart.  Do this until no unduplicated 
responses remain. When list has been generated, make sure 
ŀƭƭ ƻŦ ǎǘŀǘŜΩǎ [h/ ŎǊƛǘŜǊƛŀ ŀǊŜ ƛƴŎƭǳŘŜŘΦ  !ŘŘ ŀƴȅǘƘƛƴƎ ǘƘŜ 
groups have forgotten. 
 
3. Name ǘƘǊŜŜ ǘƘƛƴƎǎ ǘƘŜ ǎǘŀǘŜ ƳƛƎƘǘ ƭƻƻƪ ŦƻǊ ƛƴ wǳōȅΩǎ 

participant records to indicate compliance with this 
Assurance? 

Trainer Tip:  
Divide into groups used 
earlier.  During report out 
create separate lists for Q2, 
Q3  and Q4. Offer the 
suggestions listed under 
άwŜǎǇƻƴǎŜέ ŀǎ ƴŜŜŘŜŘΦ 
 

 Response:  Ask each group to offer at least one item from 
their list; record on flip chart.  Do this until no unduplicated 
responses remain. Make sure that at least these points are 
made: 
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 The individual meets institutional level of care criteria.  

 Level of care determinations were made before the 
participant received HCBS services.  

 ! ǊŜǾƛŜǿ ƻŦ ŀƴ ƛƴŘƛǾƛŘǳŀƭΩǎ ŎƻƴǘƛƴǳŜŘ ŜƭƛƎƛōƛƭƛǘȅ ŦƻǊ 
institutional level of care was conducted at least annually.   

4. Name one possible performance measure for this 
Assurance? (Remember, a performance measure is generally 
stated as a %). 

Response: Offer two examples if necessary: 

 The percent of participants who had a comprehensive 
level of care evaluation prior to HCBS waiver service delivery. 

 For participants on the HCBS waiver for more than one 
year, the percent who had a reassessment in accordance with 
ǘƘŜ ǎǘŀǘŜΩǎ ǎŎƘŜŘǳƭŜΦ 

 

¢ƘŀǘΩǎ ǘƘŜ ŜƴŘ ƻŦ ƻǳǊ ŘƛǎŎǳǎǎƛƻƴ ƻƴ !ǎǎǳǊŀƴŎŜ мΣ [ŜǾŜƭ ƻŦ /ŀǊŜ 
assessment.  Any questions? 
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Assurance:

Service Planning

 

Our next Assurance is Assurance #2, Service Planning. 
 
This assurance requires that  
! ǇŜǊǎƻƴΩǎ ƴŜŜŘǎ ŀƴŘ ǇǊŜŦŜǊŜƴŎŜǎ ŀǊŜ ŀŎŎǳǊŀǘŜƭȅ ŀǎǎŜǎǎŜŘ 
and reflected in a person-centered service plan. 
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A personôs needs and 
preferences are accurately 
assessed and reflected in a 
person -centered service plan.
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Case planning is the most critical 

aspect of the HCBS waiver.

As a case manager you play a key role 

in assuring that participants actively 

engage in the planning process, have 

the information they need to make 

decisions and understand the choices 

available to them.

 

Service planning is one of the most critical aspects of the 
HCBS waiver program. It is through this process that the 
needs, goals, and preferences of participants are expressed. 
Risks are also identified and addressed.  
 

Important Point 
As a case manager you play a key role in assuring that 
participants actively engage in the planning process, have the 
information they need to make decisions, and understand the 
choices available to them.  
 
In fact, this is probably the Assurance most directly tied to 
your role. 
 
[ŜǘΩǎ ƭƻƻƪ ŀǘ {ŜǊǾƛŎŜ tƭŀƴƴƛƴƎ ŀŎŎƻǊŘƛƴƎ ǘƻ ƻǳǊ ǘƘǊŜŜ 
questions,  
ǘƘŜƴ ǿŜΩƭƭ ǎŜŜ Ƙƻǿ wǳōȅ ƛǎ ŘƻƛƴƎ ƛƴ ƘŜǊ service plan with Mr. 
K/Sam. 
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1. What are the requirements 
of this assurance?

A state must establish policies and 
procedures for:

üHow service plans are developed

üWho coordinates and monitors service 
delivery, and

üHow plans and services are updated when 
necessary.
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Components of this 
assurance include:

Assessment

Service Planning

Service Delivery

Choice

 
 
Slide 42 

Introduction

Waiver Basics

HCBS Roles 
and 
Responsibilities

Assurances in 
Action

Level of Care

Service Plan

Qualified 
Providers

Health and 
Welfare

Financial 
Accountability

Administrative 
Authority

Assessment

Every waiver participant 
must have an assessment of 
his/her needs, goals and 
health and safety risks.

 

1.  What are the requirements of the assurance? 
A state must establish policies and procedures for:   

 How service plans are developed,  

 Who coordinates and monitors service delivery, and  

 How plans and services are updated when necessary.  

There are several parts to this assurance. 

a.  ASSESSMENT 

Every HCBS waiver participant must have an assessment of 
his/her needs, goals and health and safety risk factors.  

Ask the Group: 

 What types of risks are commonly identified during an 
assessment? Are there established protocols for 
addressing any of those risks? 

 How do you encourage participants to talk about their 
goals, needs, preferences and risks? 

 

 
 
 
 
Trainer Tip: Optional text  
Many states use a standard 
assessment form to 
ŘƻŎǳƳŜƴǘ ŀ ǇŜǊǎƻƴΩǎ ƴŜŜŘ 
for assistance, supervision 
or supports. This typically 
includes an assessment of a 
ǇŜǊǎƻƴΩǎ ƎŜƴŜǊŀƭ ƘŜŀƭǘƘΣ 
emotional and behavioral 
health, cognitive ability, 
ability to understand and 
communicate with others, 
and ability to perform 
activities of daily living 
(e.g., ability to bathe, walk, 
eat). The use of standard 
forms improves the 
reliability, consistency and 
accuracy of the data that is 
collected. 

Slide 43 b. SEVICE PLANNING For older adults and adults 
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Service Planning

Every participant must have a 
written service plan that 
addresses his/her needs, goals 
and health and safety risks.
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Service Planning

What must the plan include?

üFull range of participantôs needs 

üArrangements for back -up

üType, scope, amount, duration and 
frequency of services authorized

 

Every HCBS waiver participant must have a written service 
Ǉƭŀƴ ǘƘŀǘ ŀŘŘǊŜǎǎŜǎ ǘƘŜ ǇŀǊǘƛŎƛǇŀƴǘΩǎ ŀǎǎŜǎǎŜŘ ƴŜŜŘǎ ŀƴŘ 
personal goals, including health and safety risk factors.  

Ask the Group: What should the plan describe: 

 the full range of ŀ ǇŀǊǘƛŎƛǇŀƴǘΩǎ ƴŜŜŘǎ ƛƴŎƭǳŘƛƴƎ ōƻǘƘ 
Medicaid and non-Medicaid services as well as informal 
supports  

 Arrangements for back-up when workers do not show 
up or when emergencies occur  

 The type, scope, amount, duration, and frequency of 
services authorized.  

 

Ask the Group:  When do you update a service plan? 

wŜǎǇƻƴǎŜΥ tǊƻǾŜ ŦƻǊ άǎŜǊǾƛŎŜ Ǉƭŀƴǎ ƘŀǾŜ ǘƻ ōŜ ǳǇŘŀǘŜŘ 
ŀƴƴǳŀƭƭȅ ƻǊ ǿƘŜƴŜǾŜǊ ǘƘŜ ƴŜŜŘǎ ƻŦ ǘƘŜ ǇŀǊǘƛŎƛǇŀƴǘ ŎƘŀƴƎŜέΦ  

with disabilities, many 
states use a form called the 
MDS-HC to assess a 
ǇŜǊǎƻƴΩǎ ƘŜŀƭǘƘΣ ǇŜǊǎƻƴŀƭ 
care, or other needs. For 
people with intellectual or 
developmental disabilities, 
a number of states use the 
ICAP (Inventory for Client 
and Agency Planning) or 
the Support Intensity Scale 
(SIS). 
 
If a standard form is used in 
your state, ask the group to 
discuss their experience 
using the form; what works 
well and less well on the 
form? 
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Service Delivery

The state Medicaid agency will 
only pay for services that are 
authorized by, and delivered 
in accordance with, a current 
service plan.
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Choice

Participants get to choose if 
they prefer getting services in 
home or community based 
settings as opposed to 
institutions.
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2. How does a state 
demonstrate compliance with 
this assurance?

Monitoring may include:

üReview of agency records

üReview of a sample of participant records

üReview of Provider Bills

üParticipant interviews or surveys

 

c.  SERVICE DELIVERY 

The state Medicaid agency will only pay for services that are 
first authorized through the service plan. That means that 
every service that is delivered has to be described in a current 
plan. 

d.  CHOICE 

Participants get to choose if they prefer getting services in 
home or community-based settings as opposed to getting 
services in an institution. In fact, each participant has to sign a 
statement indicating he or she has chosen to be served under 
the HCBS waiver.   

Participants can also choose between/among HCBS waiver 
services and providers ς including what agency will provide 
case management services. 
 
2. How does a state demonstrate compliance with this 
assurance? 

A state can use many methods to monitor how well service 
planning and monitoring are working, including: 
 

 
 
 
 
 
 
 
 
 

Optional: Ask group how 
they document that a 
participant is choosing 
HCBS services? 

 Review of case management agency records ς making sure 
that there are policies and procedures in place for conducting          
complete and accurate plans. 
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Review of a sample of participant records 
 

Ask the Group: What might the state be looking for in your 

participant records? 

Response: probe for things such as: 

 Assessments are comprehensive and accurately reflect 
participant needs. 

 Service plans address the assessed needs, goals, 
preferences, and health and safety risk factors of 
participants 

 Service plans include the type, amount, scope and 
frequency of services. 

 Services are delivered in accordance with and only after 
the service plan was authorized. 

 Service plans are updated in a timely manner or when 
needs change. 

 
 
 
 

Trainer Tip: Involve 
trainees in discussing what 
state might monitor for 
evidence that his Assurance 
is being met. 

  Back-up plans are developed and responsible parties 
understand their roles in emergencies. 

 Participants are informed of available services and 
provided choice of services.  

 How frequently the case manager is in contact with a 
participant (either by phone or in person). 

Review of provider bills  
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Ask the Group: Why might the state review provider bills as 

part of meeting this assurance? 
 
Response: probe for things such as: 

 To make sure that only services authorized in the service 
plan are reimbursed 

 To make sure that participants have a needs assessment 
and service plan in place before a service is delivered. 

 
Participant Interviews  

Consumer Surveys 

 Ask the Group:  Why might states be interested in talking 

to participants in order to monitor this assurance? 
 
Response:  probe for things such as: 

 To verify that they had a choice in the services they receive 

 That their services meet their needs 

 That they participated in their plan, and so on 
 

As is true of all assurances, the state compiles what they learn 
from all of their sources of monitoring into the evidence 
report submitted to CMS.   
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оΦ ²ƘŀǘΩǎ ȅƻǳǊ ǊƻƭŜ ŀǎ ŀ /ŀǎŜ aŀƴŀƎŜǊ ƛƴ ƳŜŜǘƛƴƎ ǘƘŜ 
Assurance? 
 

Activity: Before we move on to the 3rd question, defining the 

ŎŀǎŜ ƳŀƴŀƎŜǊΩǎ Ǌƻƭe in this assurance, ƭŜǘΩǎ Ǝƻ ōŀŎƪ ǘƻ ƻǳǊ 
case study and see how Ruby is doing with Service Planning. 
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What did Ruby Do Well?

What could be improved?

What did Jane have to say?

 

²ŜΩƭƭ Řƻ ǘƘƛǎ ŀƎŀƛƴ ƛƴ ƎǊƻǳǇǎΦ  CƛǊǎǘ ǊŜŀŘκǾƛŜǿ ǘƘŜ ŎŀǎŜ ǎǘǳŘȅΣ 
and then work with your group to fill in the chart in Episode  
#3a Process Questions, noting what Ruby did well in her 
service plan, and what she could have improved.   
 
¸ƻǳΩƭƭ ƘŀǾŜ мл ƳƛƴǳǘŜǎ ŦƻǊ ǘƘƛǎ ŜȄŜǊŎƛǎŜΦ 
 
Response:  Ask groups to briefly share one key point from 
their chart.  When sharing is done: If you are using the video 
case study, play Episode 3b and let Jane provide feedback to 
Ruby. 
 
If you are using a paper version, hand out Scenario #3b and 
Episode 3b Reflection Exercise.  
 
 
5ƛǎŎǳǎǎ Ƙƻǿ WŀƴŜΩǎ ŦŜŜŘōŀŎƪ ŘƛŦŦŜrs or matches the work of 
the groups in Exercise 3a. 

Trainer Tip:  
If you are able to play the 
video case study, play  
Episode #3a now.  If not, 
hand out the paper copy 
from on-line folder.  In 
either case also hand out 
ǘƘŜ ōƭŀƴƪ ŎƘŀǊǘ ƻŦ άŘƛŘ 
ǿŜƭƭέ Ǿǎ άŎƻǳƭŘ ōŜ 
ƛƳǇǊƻǾŜŘέΣ 9ǇƛǎƻŘŜ Іоŀ 
Process Questions.  After 
reading or viewing Episode 
3a ask each group to fill in 
the chart on paper.  
 
When they are done (10 
minutes) distribute (if 
paper) or play (if video) 
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Ok, so now Ruby has learned a little more about how to write 
a service plan. 
 
.ǳǘ Ƙƻǿ ƛǎ ǎƘŜ ŘƻƛƴƎ ƛƴ ƛƳǇƭŜƳŜƴǘƛƴƎ ǘƘŜ ǇƭŀƴΚ  [ŜǘΩǎ ǘŀƪŜ 
another look at our case. 

Episode 3b. 
 
 
 
Trainer Tip: 
Play or distribute Episode 
4a. 

 [After case is read/viewed] 
 

Activity:  [ŜǘΩǎ ǎǘƻǇ ƘŜǊŜ ŦƻǊ ŀ ƳƛƴǳǘŜΦ  Iƻǿ Řƻ ȅƻu think 

Ruby is doing? In your group, take a minute to list three 
ǇǊƻōƭŜƳǎ ȅƻǳ ǎŜŜ ƛƴ wǳōȅΩǎ ǇŜǊŦƻǊƳŀƴŎŜ ǳǎƛƴƎ 9ǇƛǎƻŘŜ пŀ 
Process Questions: 
 
Response to 4a Process Questions: After 10 minutes, ask each 
ƎǊƻǳǇ ǘƻ ƛŘŜƴǘƛŦȅ о ǇǊƻōƭŜƳǎ ǿƛǘƘ wǳōȅΩǎ ǇŜǊŦƻǊƳŀƴŎŜΦ  
Record the list on a flip chart without commenting. Then 
distribute and play Episode 4b.  

Activity: bƻǿ ǘƘŀǘ ȅƻǳ ƘŀǾŜ ǎŜŜƴ WŀƴŜΩǎ ŦŜŜŘōŀŎƪΣ ŀǊŜ ǘƘŜǊŜ 
any changes you would make to your lists? 

Response to 4b Process Questions: Probe for  

 An up-to-date plan is a requirement of the Assurance, but 
wǳōȅ ŘƛŘƴΩǘ ǳǇŘŀǘŜ ǘƘŜ Ǉƭŀƴ 

Trainer Tip:  
Allow 10 minutes to 
read/view the episode and 
respond to Process 
questions 4a.  
 

Trainer Tip:  
After groups share their 
lists, ask them to 
read/view Episode 4b to 
see what feedback Jane 
provided.  Allow 15 
minutes for group to 
read/view episode and 
complete Exercise 4b. 
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 The plan must reflect the wishes and needs of the 
ǇŀǊǘƛŎƛǇŀƴǘ ŀƴŘ ŦŀƳƛƭȅΤ wƻō ŘƛŘƴΩǘ ŦŜŜƭ ǘƘŀǘ wǳōȅ ƭƛǎǘŜƴŜŘΦ 

 Only services that are included in the plan are eligible for 
reimbursement. Services were already being delivered 
that would not be reimbursable. 
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3. What is your role as a Case 
Manager in meeting this 
assurance ?

What you do directly affects the 

health and welfare of HCBS 

participants and their ability to 

live in their home or community.

 

 Documentation provides evidence of compliance with the 
ŀǎǎǳǊŀƴŎŜǎΤ ǎƛƴŎŜ wǳōȅ ŘƛŘƴΩǘ update the plan that will 
contribute to a negative evidence report, which threatens 
ǘƘŜ ŀƎŜƴŎȅΩǎ ŀōƛƭƛǘȅ ǘƻ ŎƻƴǘƛƴǳŜ ǇǊƻǾƛŘƛƴƎ ǎŜǊǾƛŎŜǎΦ 

 
bƻǿ ǘƘŀǘ ǿŜΩǾŜ ǿŀǘŎƘŜŘ wǳōȅ ƛƴ ŀŎǘƛƻƴΣ ƭŜǘǎ Ǝƻ ǘƻ ǘƘŜ Ŧƛƴŀƭ 
question regarding the service planning Assurance: 
 
So, wƘŀǘΩǎ ȅƻǳǊ ǊƻƭŜ ŀǎ ŀ /ŀǎŜ aŀƴŀƎŜǊ ƛƴ ƳŜŜǘƛƴƎ ǘƘŜ 
assurance? 
 

Important Point 
As a case manager you play a critical role in service planning, 
coordination and implementation. What you do directly 
affects the health and welfare of HCBS waiver participants 
and their ability to live in their home or community.  

 

 

 

 

Specifically, you: 
 
a.  Make sure the participant is at the center of the planning 

Trainer Tip: Optional 
content re Risk: 
The presence of risks 
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Case Managers make sure:

Participants are at the center of the 
planning process

Providers get paid

Participants make informed choices

Things are working as they should

 

process.   
 

Ask the Group: What does this mean? What do you do to 

bring the participant into the process? 
 
Response:  Probe for: 

 Listen to and make sure the participant is able to engage in 
and/or direct the service planning process; 

 Make certain participants are able to express their needs, 
preferences and goals either by themselves or through a 
trusted family member, friend or surrogate.  

 Make sure the services in the plan meet the needs of the 
participant. Help to identify risks and work with the 
participant to mitigate/reduce those risks.  

 Make sure participants have a back-up plan and that 
everyone understands and accepts their roles and 
responsibilities in an emergency. 

ŘƻŜǎƴΩǘ ƳŜŀƴ ǘƘŀǘ ŀ ǇŜǊǎƻƴ 
ǎƘƻǳƭŘƴΩǘ ōŜ ƻŦŦŜǊŜŘ ǿŀƛǾŜǊ 
services or that they should 
not have decision-making 
authority over their 
services. Identifying risks 
and developing strategies 
to mitigate/address those 
risks are a key part of 
helping people live as they 
choose in the community. 
Strategies to mitigate risks 
should respect the needs 
and preferences of 
participants. This might 
include supports other than 
waiver services and the use 
of risk agreements that 
permit the participant to 
acknowledge and accept 
responsibility for those 
risks.  

 b.  Make sure providers will get paid. 
 

Ask the Group: What do you do to make sure providers get 
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paid? 
 
Response:  Probe for: 

 Make sure the participant has an authorized plan before 
services are delivered. 

 Make sure the cost of the services in the service plan does 
not exceed the amount allowed for institutional services  

 Monitor that only services authorized in the service plan 
are provided. 

 Arrange and coordinate services with providers. 

 When non-waiver services are included in the service plan, 
you help link, refer or advocate for those services. You also 
monitor the provision of non-waiver services, even if you 
are not responsible for their actual delivery. 

 

ŎΦ  aŀƪŜ ǎǳǊŜ ǇŀǊǘƛŎƛǇŀƴǘΩǎ ƳŀƪŜ ƛƴŦƻǊƳŜŘ ŎƘƻƛŎŜǎ 
 

 Ask the Group: How do you do this? 

 
Response:  Probe for: 

 Provide fair and complete information to participants 
about the services available in the area and the agencies 
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that can provide those services  

 Provide a resource directory of qualified providers in the 
area if available.    

 
d.  Make sure things are working as they should.  
 

Ask the Group:LΩƳ ǎǳǊŜ ǘƘƛǎ ƛǎ ǿƘŜǊŜ ȅƻǳ ǎǇŜƴŘ ŀ ƭƻǘ ƻŦ 
your time. What does this include? 

 
Response:  Probe for: 

 Regularly communicate with participants about whether 
their service plans are working, whether they are getting 
the services they need and whether the service plan 
should be changed. 

 Verify and document that services identified in the service 
plan are being implemented. 

 Make sure the service plan is updated annually or when 
needs change.  

 You do all this AND ς through good documentation ς you 
make certain that others know that this work has been done 
and can reference it when making decisions.   
 

Ask the Group: What else does your documentation do? 

 wŜǎǇƻƴǎŜΥ ¢ƘŀǘΩǎ ǊƛƎƘǘΣ ȅƻǳǊ ŘƻŎǳƳŜƴǘŀǘƛƻƴ ƛǎ ŀƭǎƻ ǳǎŜŘ ōȅ 
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your state when developing evidence on meeting the federal 
assurances.    
 

Ask the Group: Can anyone suggest some performance 

measures a state might use in the evidence report for Service 
Planning? Remember to state the measure as a percentage? 

Response:  use the following examples as needed: 

 Percent of service plans that address participant assessed 
needs, risks, personal goals and preferences.   

 Percent of service plans that include the type, amount, 
scope and frequency of each service. 

 Percent of service plans that have been reviewed and 
ǳǇŘŀǘŜŘ ǿƛǘƘƛƴ ŀ ǎǘŀǘŜΩǎ ǊŜǉǳƛǊŜŘ ǘƛƳŜŦǊŀƳŜǎΦ 

  Percent of participants reporting that their service plans 
meet their needs. 

 Percent of participants with signed statements indicating 
they were provided a choice of provider of services.  

 
 
 
 
OK, that completes this section of Service Planning. Any 
questions? 

Trainer Tips: 
Take a break now if the 
group has been sitting for 
more than 60 minutes. 
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1. What are the requirements 
of this assurance?

Agencies and workers providing 
services under the HCBS 
waiver must be qualified to 
provide those services. 

 

[ŜǘΩǎ ƳƻǾŜ ƻƴ ǘƻ ǘƘŜ ǘƘƛǊŘ ŀǎǎǳǊŀƴŎŜΣ vǳŀƭƛŦƛŜŘ tǊƻǾƛŘŜǊǎΣ ŀƴŘ 
look at this assurance through our three questions: 
 
1. What are the requirements of this waiver assurance? 
 

Important Point 
Simply stated, agencies and workers providing services under 
the HCBS waiver must be qualified to provide those services. 
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 States differ in how they define qualifications, but every state 

must describe to CMS: 

 What types of services will require licensure or 
certification 

 For those services that require licensing or certification, 
what additional standards workers have to meet 

 CƻǊ ǎŜǊǾƛŎŜǎ ǘƘŀǘ ŘƻƴΩǘ ǊŜǉǳƛǊŜ ƭƛŎŜƴǎǳǊŜ ƻǊ ŎŜǊǘƛŦƛŎŀǘƛƻƴΣ 
what are the minimum standards that a non-licensed or 
non-certified worker must meet ς things like background 
checks, maintenance of an abuse registry, and/or 
requirements related to basic competencies such as 
language or age. 

 

  The process the state will use for verifying that agencies 
and workers meet the relevant standards initially and on 
an ongoing basis, and   

 Policies and procedures related to provider training.  This 
may include on-going training requirements in certain 
competencies (e.g. medication administration, personal 
care) and/or required hours of training.   

 

Ask the Group:What providers in our state have to be 

 



IV Assurances in Action: Qualified Provide rs  

Assuring quality in home and community-based services 
 

 48 

Slides Narration Tips and Resources 
licensed, certified or meet other state standards? 

Slide 53 

Introduction

Waiver Basics

HCBS Roles 
and 
Responsibilities

Assurances in 
Action

Level of Care

Service Plan

Qualified 
Providers

Health and 
Welfare

Financial 
Accountability

Administrative 
Authority

2. How does a state 
demonstrate compliance with 
this assurance?

Creating and implementing a system to 
monitor certification system on an on -
going basis

Use data from sources such as case 
management agency records, provider 
records, participant records, etc.

 

2. How does a state demonstrate compliance with this 
assurance? 
 
LǘΩǎ ƴƻǘ ŜƴƻǳƎƘ Ƨǳǎǘ ǘƻ ŘŜǎŎǊƛōŜ ǘƻ /a{ ǘƘŜ ǎǘŀǘŜΩǎ ǿƻǊƪŜǊ 
qualifications. The state also has to describe how it will verify 
that workers and agencies meet those standards.   
 
 

 

 That means creating and implementing a system to monitor 
this assurance on an on-going basis.  To monitor compliance, a 
state will typically use data from a number of different 
sources: 

 5ŀǘŀ ŦǊƻƳ ŀ ǎǘŀǘŜΩǎ [ƛŎŜƴǎǳǊŜ ŀƴŘ /ŜǊǘƛŦƛŎŀǘƛƻƴ !ƎŜƴŎȅ 

 Review of Case Management Agency Records 

 Review of Provider Agency Records 

 Review of a sample of participant records 

 Some states also use consumer surveys to determine if 
consumers are satisfied with how well workers are 
performing their jobs.  

Trainer Tip: Involve 
trainees in discussing what 
a state might monitor for 
evidence to determine that 
this Assurance is being met. 
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 Ask the Group: What type of performance measures might 

a state use to provide evidence to CMS on this Assurance?  
Where would they get the data? Remember performance 
measures are generally stated as a percentage. 
Response: Write responses on a flip chart. Provide /probe for 
examples such as: 

 For providers where licensure is required: Percent of 
providers who meet state licensure standards (Data 
Source: state licensure data) 
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3. What is your role as a Case 
Manager in meeting this 
assurance ?

The case manager has an 
important role in matching the 
needs of the participant with the 
qualifications of the workers. 

 

 For professionals: Percent of social workers with a current 
social worker license (Data source: sample of  case 
management agency records) 

 For non-professionals: Percent of personal care assistants 
who completed required training (Data source: sample of 
staff records at personal care agency) 

 

Now, our third question: 
 
оΦ ²ƘŀǘΩǎ ȅƻǳǊ ǊƻƭŜ ŀǎ ŀ /ŀǎŜ aŀƴŀƎŜǊ ƛƴ ƳŜŜǘƛƴƎ ǘƘŜ 
Assurance? 
 
! ŎŀǎŜ ƳŀƴŀƎŜǊΩǎ ƛƴǾƻƭǾŜƳŜƴǘ ƛƴ ƳŀƪƛƴƎ ŎŜǊǘŀƛƴ ǘƘŀǘ ǿƻǊƪŜǊǎ 
are qualified varies across states. 

 

  
Some states require case management agencies to verify that 
direct care agencies and workers are qualified to provide the 
type of services they are performing. The state will review the 
records of the case management agency to make sure that 
providers are qualified.  
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In other states, the role of making sure that providers are 
qualified is a function that state agencies perform.  
 

Important Point 
In either case, the case manager has an important role in 
matching the needs of the participant with the qualifications 
of the workers.  
 
This starts with the development of the Service Plan. It 
continues as part of the referral process when case managers 
orient the service provider to participant needs and verify 
that the provider can meet those needs.  

 

 Ask the Group:Optional)  [ŜǘΩǎ ǘŀƪŜ ŀ ƳƛƴǳǘŜ ƴƻǿΣ ōŜŦƻǊŜ 

we go back to Ruby, to think about what this assurance means 
for us in this state.   
 

 What is the role of our case management agency in 
monitoring the qualifications of direct care providers?  
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 Activity:hYΣ ƭŜǘΩǎ Ǝƻ ōŀck to our case study and see what 

wǳōȅ ƛǎ ǳǇ ǘƻΧΦ Iƻǿ ƛǎ ǘƘƛǎ ŀǎǎǳǊŀƴŎŜ ƛƳǇŀŎǘƛƴƎ ƘŜǊ ǿƻǊƪΚ 
 
 
Again in your groups, answer the questions at the end of the 
episode; what would you do if you were Ruby? 
 
[ŜǘΩǎ ǘŀƪŜ мл ƳƛƴǳǘŜǎ ŀƴŘ ǘƘŜƴ ǿŜΩƭƭ ƎŜǘ ōŀŎƪ ǘƻƎŜǘƘŜǊΦ 
 
[At end of 10 minutes] 
 
 
Ok, what did each group think Ruby should do?   
 
 
Response: Handout response chart, Exercise #5a.  Discuss. 
When group has finished discussion, provide your opinion of 
ŜŀŎƘ ƻŦ ǘƘŜ ŦƻǳǊ ǊŜǎǇƻƴǎŜǎΣ ƛƴ ǘŜǊƳǎ ƻŦ άƘŜǊŜ ŀǊŜ ǎƻƳŜ ƻŦ Ƴȅ 
ŎƻƴǎƛŘŜǊŀǘƛƻƴǎέΣ ŀƴŘ ǳǎƛƴƎ ǘƘƛǎ ŎƘŀǊǘΥ 

Trainer Tip:  
If you are viewing the 
video, play Episode 5a  
 
If you looking at case study 
on paper, hand out Episode 
5a.  
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 Action Considerations: 

A. Nothing yet. This is HCõs 
responsibility. He wouldnõt 
be working at HC if he 
werenõt qualified. 
 

Itôs true that hiring direct care workers who 
meet the stateôs qualification requirements is 
the responsibility of the provider agency. But 
itôs also true that case managers are the first 
line of defense for HCBS participants and 
may be the first to see when a worker is not 
performing. Observation skills are an 
important skill for a good case manager. If 
you see something that raises a red flag, itôs 
better to act. Action A is probably not the 
best choice. 

B. Take no action now, but 
plan to come back and 
observe again next week. 
 
 

Increased monitoring may be an acceptable 
approach if you are sure that the problem 
you are observing does not put your HCBS 
participant at risk of harm.  But when there is 
any doubt, itôs better to take more immediate 
action.  Waiting for more observations may 
not be the most appropriate option. 

C. Talk to my supervisor 
 

When in doubt, itôs always a good practice to 
talk to your supervisor. A supervisor can help 
you decide if continued monitoring is 
adequate or if more aggressive action is 
needed. 

D. Check in with HC to alert 
them to the potential 
problems and confirm 
Georgeõs qualifications and 
training record. 

If you believe a worker is not qualified ï or 
not performing ï the most direct route is to 
contact the provider and discuss the 
problem.  In fact, in Rubyôs situation 
confirming that the worker is qualified is a 
good first step. 
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 Activity: bƻǿ ƭŜǘΩǎ ǎŜŜ ǿƘŀǘ wǳōȅ ŀŎǘǳŀƭƭȅ ŘƛŘΣ ŀƴŘ ǿƘŀǘ 

ƘŀǇǇŜƴŜŘΦ  ²ƘŜƴ ȅƻǳΩǊŜ ŘƻƴŜΣ ǘŀƭƪ ƛƴ ȅƻǳǊ ƎǊƻǳǇ ŀōƻǳt what 
Jane might suggest for the two next steps. 
 
[At end of ten minutes or whenever groups are done] 
 
Response:  Ask each group what they think Jane might have 
suggested. Probe for answers such as: 

 Talk to Mr K/Sam to see if they are comfortable continuing 
with Home Caregivers (HC); if so, check the training record 
of anyone referred for the position; 

 Report HC to the state Medicaid agency so they can 
ƳƻƴƛǘƻǊ I/Ωǎ ǊŜŎƻǊŘǎΦ  ¢Ƙƛǎ ƳƛƎƘǘ ōŜ ŀƴ ƛǎƻƭŀǘŜŘ ƛƴŎƛŘŜƴǘΣ 
but if not, Jane wants to protect others. 

 

So, what did we learn from Ruby?   

Trainer Tip:  
If you are viewing the 
video, play Episode 5b  
 
If you looking at case study 
on paper, hand out Episode 
5b. 
 
Allow 10 minutes for group 
to review case study and 
answer questions from 
Episode 5a Process 
Questions. 

 
 

Important Point 
If a case manager thinks that a worker is not doing his/her job 
the way it should be done, the case manager must respond 

 
It may be an issue related to qualifications or training of the 
worker or it may be for other reasons. Your role as case 
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manager is to identify the problem or issue and notify the 
appropriate people in the provider agency, your agency or 
state to remedy or investigate the situation.  
 
That concludes our discussion of assurance #3, Qualified 
Providers.  Any questions before we move on? 

 
 
Trainer Tips: 
Take a break now if the 
group has been sitting for 
more than 60 minutes 



IV Assurances in Action: Health and Welfare  

Assuring quality in home and community-based services 
 

 56 

 

Slide Narration Tips and Resources 
Slide 55 

Introduction

Waiver Basics

HCBS Roles 
and 
Responsibilities

Assurances in 
Action

Level of Care

Service Plan

Qualified 
Providers

Health and 
Welfare

Financial 
Accountability

Administrative 
Authority

Assurance:

Health and Welfare

 
Slide 56 

Introduction

Waiver Basics

HCBS Roles 
and 
Responsibilities

Assurances in 
Action

Level of Care

Service Plan

Qualified 
Providers

Health and 
Welfare

Financial 
Accountability

Administrative 
Authority

Health and Welfare

This assurance emphasizes the role of 
HCBS waivers in reporting, 
investigating, and resolving serious 
incidents that involve our participants.  
¢Ƙƛǎ ƛǎ ƪƴƻǿƴ ƛƴ ǎƻƳŜ ǎǘŀǘŜǎ ŀǎ άŎǊƛǘƛŎŀƭ 
ƛƴŎƛŘŜƴǘǎέ ƻǊ άŎǊƛǘƛŎŀƭ ŜǾŜƴǘǎέΦ 
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All states must report at a 
minimum, incidents of abuse, 
neglect and exploitation.

Stateôs may elect to include other events as 
well.

 

[ŜǘΩǎ ƳƻǾŜ ƻƴ ǘƻ ǘƘŜ ŦƻǳǊǘƘ ŀǎǎǳǊŀƴŎŜΣ IŜŀƭǘƘ ŀƴŘ ²ŜƭŦŀǊŜΦ 
 
This assurance emphasizes the role of HCBS waivers in 
reporting, investigating, and resolving serious incidents that 
involve our participants.  This is known in some states as 
άŎǊƛǘƛŎŀƭ ƛƴŎƛŘŜƴǘǎέ ƻǊ άŎǊƛǘƛŎŀƭ ŜǾŜƴǘǎέΦ  
 

Important Point 
Although states have some flexibility in defining which critical 
incidents require reporting, all states must report at a 
minimum, incidents of abuse, neglect and exploitation.  
 

Ask the Group: How would you define abuse, neglect and 

exploitation? Do you have some examples of each? 
 
 
Response:  Discuss definitions. If you do not have legal 
definitions from your state might want to use the following.  
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Abuse means the infliction of injury, unreasonable 
confinement (physical or chemical restraints, seclusion, and 
restrictive interventions), intimidation or cruel punishment 
that causes or is likely to cause physical harm or pain or 
mental anguish; sexual abuse or sexual exploitation; or the 
intentional, knowing or reckless acts of omission or 
deprivation of essential needs (including medication 
management).  
 
Neglect ƳŜŀƴǎ ŀ ǘƘǊŜŀǘ ǘƻ ŀ ǇŜǊǎƻƴΩǎ health or welfare by 
physical or mental injury or impairment, deprivation of 
essential needs or lack of protection from these.  
 
Exploitation means the illegal or improper use of an 
ƛƴŎŀǇŀŎƛǘŀǘŜŘ ƻǊ ŘŜǇŜƴŘŜƴǘ ǇŜǊǎƻƴ ƻǊ ǘƘŀǘ ǇŜǊǎƻƴΩǎ ǊŜǎƻǳǊŎŜǎ 
for another's profit or advantage. 

Trainer Tip: Involve 
trainees in defining abuse, 
neglect and exploitation 
from their experience.   You 
may want to provide legal 
definitions from your state.   
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1. What are the requirements 
of this assurance?

In order to get permission to 

operate a HCBS waiver a state 

must describe the system 

they will use for reporting 

and investigating critical 

incidents.

 

So what ŘƻŜǎ ǘƘƛǎ ŀǎǎǳǊŀƴŎŜ ƳŜŀƴΚ [ŜǘΩǎ ǘŀƪŜ ŀ ƭƻƻƪ ŀǘ ƻǳǊ 
three questions. 

1. What are the requirements of this waiver assurance? 

In order to get permission to operate a waiver, a state must 
describe in their waiver application the system they will use 
for reporting and investigating critical events. 
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System must include:
üWhat critical events are reported

üWho must report to whom

üTimeframes for reporting and investigating

üWho receives, evaluates and investigates 

reports

üProcess and timelines for informing the 

participant (and/or family or legal guardian) and 

other relevant parties of the investigation

 

 

The system must include: 

 Identification of each critical event that must be reported.   

 Identification of who must report critical incidents 

 Timeframes within which the critical event must be 
reported 

 Methods of reporting (e.g., phone, written form, web-
based reporting system) 

 Who receives, evaluates and investigates reports, and the 
methods and timelines for each process. 

 Process and timeframes for informing the participant (or 
ǘƘŜ ǇŀǊǘƛŎƛǇŀƴǘΩǎ ŦŀƳƛƭȅ ƻǊ ƭŜƎŀƭ ǊŜǇǊŜǎŜƴǘŀǘƛǾŜύ ŀƴŘ ƻǘƘŜǊ 
relevant parties of the investigation results. 

 

A state must also provide training or information to 
participants about protections from abuse, neglect and 
exploitation, and how to notify appropriate authorities in case 
of a critical event.   
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2. How does a state 
demonstrate compliance with 
this assurance?

Defining critical incidents

Establishing a critical incident 
reporting system

Monitoring performance of 
reporting system
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How does this work 
here?

üWhat critical events require reporting?

üWhatôs the process for reporting?

üWho do you report to and when?

üWhatôs the timeline?

üWho are mandatory reporters?

üWhat role does Adult Protective Services play?

 

2. How does a state demonstrate compliance with this 
Assurance? 

Many states comply with this Assurance through the 
establishment of a critical incident reporting system.  In 
addition to reporting abuse, neglect and exploitation, often 
the state reporting systems define other critical events. 

 

In most states cases of alleged abuse, neglect and exploitation 
must be reported to Adult Protective Services. In fact, the 
HCBS waiver application must show how agencies work with 
APS to investigate and address incidents, and prevent their 
reoccurrence. 

 

Ask the Group:  

[ŜǘΩǎ ǎǘƻǇ ŦƻǊ ƳƛƴǳǘŜ ŀƴŘ ǘŀƭƪ ŀōƻǳǘ Ƙƻǿ ŀƭƭ ƻŦ ǘƘƛǎ ǿƻǊƪǎ ƛƴ 
our state?  

1. What are the critical events that must be reported 
here? 

[Probe: You may want to provides examples, such as: 
Death, suspicious death, falls, serious physical injury, 
hospital 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Trainer Tip: In a large 
group brainstorm, ask the 
following questions and 
record answers on 
flipchart. Add whatever is 
ƳƛǎǎƛƴƎ ŦǊƻƳ ǘƘŜ ƎǊƻǳǇΩǎ 
knowledge. 
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Are safeguards working?

States look at:

üParticipant records

üTracking of type, number and frequency of reported 
incidents

üConsumer survey data

üProvider (including case manager) survey/interview 
data

üData from Protective Services

 

 
admission; emergency room visit; misuse of funds. 
medication error; unauthorized use of restraint, seclusion or 
restrictive physical or chemical restraints; elopement or 
missing person; fires; severe natural disaster; possession of 
firearms (participant or staff); possession of illegal substances 
(participant or staff); criminal victimization; financial 
exploitation; communicable disease; suicide or attempted 
suicide] 

Response: Probe and guide conversation until you have an 
accurate and complete list for your state. 
 

2. What is the process for reporting events of abuse, 
neglect and exploitation in this state? 

3. Who do you report to and when?   
4. What is the timeline for reporting? 
5. Who are mandatory reporters in our state? 

 
DǊŜŀǘ ƭƛǎǘΗ  ¢ƘŀǘΩǎ what our waiver requires for reporting.  But 
how does the state show CMS that our safeguards are 
actually working? 
 

Trainer Tip:  Final product 
of Question 1 should be a 
complete and accurate list 
of all events that require 
reporting; add whatever 
the group misses. 
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 States do this by collecting and reporting several types of 

data: 

 Participant records to confirm that incidents have been 
reported, investigated and sufficiently monitored 
afterwards.  

 Tracking the type, number, frequency, and resolution of 
reported incidents. This provides some insight into how 
well a state responds to critical incidents. This data can 
also show how a state improves quality to prevent 
similar incidents in the future.  See Trainer Tip 

 Consumer survey data showing how well participants 
understand their rights and how to report their 
concerns. 

 Provider (including case manager) survey/interview 
data illustrating their understanding and adherence to 
requirements for reporting abuse, neglect and 
exploitation and other crucial incidents defined by a 
state.  

 Data from Protective Services for cases involving HCBS 
waiver participants.   

 

 

Trainer Tip:  Ask the 
question: Are very small 
numbers of reported 
critical events always the 
sign of a quality program? 
What else might be 
happening? 
 
Probe for: Sometimes this 
indicates problems in the 
incident reporting system.  
Data always has to be 
reviewed carefully. 
 
Trainer Tip:  ̧ ƻǳΩǾŜ Ƨǳǎǘ ǎƘŀǊŜŘ 
a lot of information. Pause now 
to summarize the key points by 
asking activity questions.  You 
can do this as a quick, large 
group brainstorm or by breaking 
into smaller groups. 
 
If you have any information on 
critical incidents from your 
state, distribute copies. 
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3. What is your role as a Case 
Manager in meeting this 
assurance ?

Your direct contact with the 
participant, familiarity with the home 
environment and your advocacy role 
in assuring a person -centered 
program place you front and center 
of this assurance. 
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What do you do?
üGet to know your participants and their environment

üBuild rapport

üIdentify and document risks

üMake sure provider agencies and workers understand what is 

expected of them

üMaintain regular communication; look for early warning signs

üInform participants of their right to be safe and how to report

üHelp implement strategies for addressing and monitoring 

situations that arise

üContribute to quality improvement

 

Now, onto our third question: 
 
оΦ ²ƘŀǘΩǎ ȅƻǳǊ ǊƻƭŜ ŀǎ ŀ /ŀǎŜ aŀƴŀƎŜǊ ƛƴ ƳŜŜǘƛƴƎ ǘƘŜ 
Assurance? 

Important Point 
Your direct contact with the participant, familiarity with the 
home environment and your advocacy role in assuring a 
person-centered program place you front and center of this 
Assurance. 
  

 
LǘΩǎ ƛƳǇƻǊǘŀƴǘ ǘƻ Ŧǳƭƭȅ ǳƴŘŜǊǎǘŀƴŘ ǿƘŀǘ ŜǾŜƴǘǎ Ƴǳǎǘ ōŜ 
reported, when and to whom they must be reported, and 
your role in any follow-up action or investigation. 

How do you fulfill the expectations of this Assurance? When 
you: 

 

 Report abuse, neglect, exploitation and other critical 
events. 

 Spend time getting to know your participant and his or her 
living environment; building rapport and being sensitive to 
their story, worries, and past experiences; critically 
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assessing the potential for risks, including abuse, neglect 
and exploitation.  

 Ask the Group:  Why do you think rapport building is 

important to this Assurance?   
 

 Communication and rapport during your first 
ŜƴŎƻǳƴǘŜǊǎ ƛƴŦƭǳŜƴŎŜǎ ŀ ǇŀǊǘƛŎƛǇŀƴǘΩǎ ǊŜŀŘƛƴŜǎǎ ǘƻ ŎƻƳŜ 
to you in times of distress.  

 Remember that to most participants, you are the face 
of the HCBS waiver.  Their confidence and respect in 
you goes a long way in securing their safety and well-
being.   

 

What else do you do? 
 
Á Work with participants in thinking through how their 

needs, vulnerabilities and risks can be addressed through 
formal and informal services and supports.  Take care to 
document the specific safeguards needed for each 
participant so that the 

 

 Make sure provider agencies and direct workers 

 
 
 
 
 

Trainer Tip:   

Pause in the list to be sure 
ǘǊŀƛƴŜŜΩǎ ǳƴŘŜǊǎǘŀƴŘ ǘƘŜ 
importance of trust and 
rapport building in keeping 
ǇŀǊǘƛŎƛǇŀƴǘΩǎ ǎŀŦŜΦ   !ǎƪ 
them to draw on their 
experience of what builds 
trust. 
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understand what is expected from them. 

 
 

  

 Maintain regular communication with participants and 
providers during the initial and ongoing service plan 
implementation.  Be alert to early warning signs which left 
un-addressed, could potentially cause harm.  Document 
your observations and actions so that others are also alert 
to the situation.   

 Inform participants of their right to be safe, how to keep 
safe, and how to report problems.  In the case of 
vulnerable participants reluctant or unable to speak for 
themselves, use discretion in deciding whom to involve in 
these conversations. 

 Help implement a strategy for effectively addressing the 
situation and monitor how well it is working.   

 Contribute to quality improvement by periodically helping 
to develop approaches for reducing the incidence of 
abuse, neglect and exploitation within your agency. 
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Your role under this assurance is 
one of astute observation, 
documentation and action.  
Failure to meet the intent of this 
assurance ïkeeping participants 
safe ïbrings serious 
consequences.

 

 

Important Point 
Your role under this Assurance is one of astute observation, 
documentation and action.  Failure to meet the intent of this 
Assurance ς keeping participants safe ς brings serious 
consequences.     

 

 

 

Activity: hƴŎŜ ŀƎŀƛƴΣ ƭŜǘΩǎ ǊŜǘǳǊƴ ǘƻ ƻǳǊ ŎŀǎŜ ǎǘǳŘȅ ŀƴŘ ǎŜŜ 
ǿƘŀǘΩǎ ƘŀǇǇŜƴƛƴƎ ǿƛǘƘ wǳōȅΦ   
 
Again in your groups, view/read the case study, and then 
discuss Process Questions for Episode 6.   
 
[ŜǘΩǎ ǘŀƪŜ мр ƳƛƴǳǘŜǎ ŀƴŘ ǘƘŜƴ ǿŜΩƭƭ ƎŜǘ ōŀŎƪ ǘƻƎŜǘƘŜǊΦ 

 
 
 
 
 
 
 
 
 
 
 
Trainer Tip:  
If you are viewing the 
video, play Episode 6  
 
If you looking at case study 
on paper, hand out Episode 
6 
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Process Questions and Responses:  
 
1.  Case Study #1: Response:  Best answer is probably C. Ruby 
has a responsibility to the people she serves.  
 
Case Study #2: Response:  D (all three) is the best answer. 
Since Ruby now has a suspicion of exploitation, and as a 
mandatory reporter, she is required to report her suspicions 
directly to Adult Protective Services to protect Sam.  
 
Ruby can also support Sam by reassuring his mother that Sam 
has learned from this situation.  At their meeting, Ruby, Sam 
and his mother will discuss possible safeguards that promote 
independence while preventing financial jeopardy. 

 

 2.  Often situations are not as clear as the example with Ruby 
and Bev.  Have you ever experienced a time when a situation 
looked like it might reǉǳƛǊŜ ǊŜǇƻǊǘƛƴƎΣ ōǳǘ ȅƻǳ ǿŜǊŜƴΩǘ ǊŜŀƭƭȅ 
sure? What types of situations are most challenging? 
 

Response: Ask group to share their experiences. Discuss 

3. How can you use the planning process to help prevent 
future instances of abuse, neglect or exploitation? 
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Response: Ask group to define 3 ways in which case 
managers can use the planning process to prevent future 
instances of abuse, neglect or exploitation. 

  
That is the end of our discussion on Assurance #4. Any 
questions? 

 
Trainer Tips: 
Take a break now if the 
group has been sitting for 
more than 45 minutes. 
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Assurance

Financial Accountability

 

The final two assurances, Administrative Authority and 
Financial Accountability, are less directly tied to your role as a 
Case Manager.  But it is still important that you understand 
ǿƘŀǘ ŜŀŎƘ ǊŜǉǳƛǊŜǎΣ ŀǎ ȅƻǳΩƭƭ ǎŜŜ ƛƴ ŀ ƳƛƴǳǘŜΦ 

{ƻ ƭŜǘΩǎ ƳƻǾŜ ƻƴǘƻ !ǎǎǳǊŀƴŎŜΣ ІрΣ CƛƴŀƴŎƛŀƭ !ŎŎƻǳƴǘŀōƛƭƛǘȅ 
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1. What are the requirements 
of this assurance?

A state Medicaid agency 
pays only for services that 
are approved and provided; 
the costs can not exceed the 
cost of a nursing facility or 
institutional care.
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Key Requirements

Financial integrity

Provider rates and bills

Payments

Unallowable costs

Cost neutrality 

 

This Assurances states that a state Medicaid agency pays only 
for services that are approved and provided, the costs for 
which do not exceed the cost of nursing facility or 
institutional care, on either an individual or aggregate basis 
(as determined by the state).    
 
1. What are the requirements of this waiver Assurance? 
 
Financial Integrity 
A state must have methods to ensure that the payments 
made to provider agencies, vendors and workers are accurate 
and are for services that were actually provided.  
 
Provider Rates and Bills 
As part of its waiver application, a state must describe the 
reimbursement method that will be used to determine 
payments to providers. States must follow these 
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reimbursement methods when they pay providers.  
 
Payments  
States must describe the process by which providers will be 
paid. 
 

Unallowable costs 
Medicaid will not pay for room or board costs (that is, 
housing, meals) except in certain circumstances.  These costs 
are allowed if a person is receiving institutional respite or 
when the person needs a live-in caregiver. 

Cost Neutrality 
The cost of services provided in the waiver cannot exceed the 
cost of services provided in a nursing home or ICF-MR 
(institution for people with mental retardation).   This is 
ǳǎǳŀƭƭȅ ǊŜŦŜǊǊŜŘ ǘƻ ŀǎ Ŏƻǎǘ ƴŜǳǘǊŀƭƛǘȅέΦ   
 

  

Important Point 
Medicaid is a state/federal program. If the state does not 
comply with these requirements, it will not receive the 
federal portion of the Medicaid payments.  
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2. How does a state 
demonstrate compliance with 
this assurance?

States must assure that financial audits 
occur; submit audit reports to CMS

When approving provider bills states 
must validate:

ïThe individual was eligible for HCBS

ïThe service was included in an approved plan

ïThe service was provided in accordance with 
the plan

 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
Slide 70 

Introduction

Waiver Basics

HCBS Roles 
and 
Responsibilities

Assurances in 
Action

Level of Care

Service Plan

Qualified 
Providers

Health and 
Welfare

Financial 
Accountability

Administrative 
Authority

3. What is your role as a Case 
Manager in meeting this 
assurance ?

Assuring and verifying that:

Participant is eligible before services are 
delivered

Services are authorized in the plan

There is no duplication of services between 
Medicaid and other payors (such as Medicare)

Services are provided in accordance with the 
service plan

 

2. How does a state demonstrate compliance with this 
Assurance? 
 
States must describe what agency (or agencies) are going to 
conduct financial audits, how often, and the methods they 
will use. 

 
States must document that audits have been conducted and 
report the results of the audits.  When a state validates the 
bills submitted by providers, it must make sure that: 
 

 The individual was eligible for Medicaid waiver 
payment on the date of the service on the bill 

 ¢ƘŜ ǎŜǊǾƛŎŜ ǿŀǎ ƛƴŎƭǳŘŜŘ ƛƴ ǘƘŜ ǇŀǊǘƛŎƛǇŀƴǘΩǎ ŀǇǇǊƻǾŜŘ 
service plan 

 The services were actually provided in accordance to 
the service plan. 

оΦ ²ƘŀǘΩǎ ȅƻǳǊ ǊƻƭŜ ŀǎ ŀ /ŀǎŜ aŀƴŀƎŜǊ ƛƴ ƳŜŜǘƛƴƎ ǘƘŜ 
Assurance? 
 
As a case manager, you are not directly involved in the bills 

submitted by direct care providers; however, you have a role 
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in assuring and verifying that: 

 A participant is eligible for Medicaid before services are 
ordered or provided 

 Services are authorized in the service plan 

 There is no duplication of services between Medicaid 
and other payors (such as Medicare) 

 Services are provided in accordance with the service 
plan 

As a case management agency, your organization is also 
considered a provider. Therefore, your agency may also be 
audited by the state to review the amounts billed for case 
management.  

 

Important Point 
LǘΩǎ ƛƳǇƻǊǘŀƴǘ ǘƻ ŘƻŎǳƳŜƴǘ ȅƻǳǊ ŎƻƴǘŀŎǘǎ ŀƴŘ Ǿƛǎƛǘǎ ǿƛǘƘ 
participants.  In this way, your agency will be sure to be paid 
for the services you provide. 

 

¢ƘŀǘΩǎ ǘƘŜ ŜƴŘ ƻŦ ƻǳǊ ŘƛǎŎǳǎǎƛƻƴ ƻƴ !ǎǎǳǊŀƴŎŜ ІрΦ !ƴȅ 
questions? 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Trainer Tips: 
Take a break now if the 
group has been sitting for 
more than 45 minutes. 
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1. What are the requirements 
of this assurance?

The state Medicaid agency 
retains authority over HCBS 

waiver decisions and oversight, 
even if the administration and 

operation of the waiver is 
decentralized to other agencies. 

 
 
 
 
 
 
 
 
 
 
 
 

bƻǿ ǿŜΩƭƭ ǘǳǊƴ ƻǳǊ ŀǘǘŜƴǘƛƻƴ ǘƻ ǘƘŜ Ŧƛƴŀƭ ŀǎǎǳǊŀƴŎŜΣ 
Administrative Authority. 
 
1. What are the requirements of this waiver Assurance? 
 

Important Point 
A state must structure its HCBS waiver so that the state 
Medicaid agency retains authority over HCBS waiver decisions 
and oversight, even if the administration and operation of the 
waiver is decentralized to other state agencies or non-state 
entities. 
  
Why is this Assurance necessary?  Some states delegate the 
actual day-to-day operation of their state waiver programs to 
an Operating Agency. For instance, if a state Medicaid agency 
delegates the administration of a waiver serving older adults 
to the ǎǘŀǘŜΩǎ 5ƛǾƛǎƛƻƴ ƻŦ !ƎƛƴƎ {ŜǊǾƛŎŜǎΣ ǘƘŀǘ 5ƛǾƛǎƛƻƴ 
becomes the waiver Operating agency. 
 
In order for a state Medicaid agency to delegate waiver 
administration, however, the Medicaid agency must assure 
CMS that the Medicaid agency will maintain oversight and 
final authority over all aspects of the waiver operations.  To 
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2. How does a state 
demonstrate compliance with 
this assurance?

üMedicaid Agency operates all aspects of the 

waiver, or 

üMedicaid Agency delegates to another unit 

within Medicaid Umbrella agency, or

üMedicaid Agency delegates operations to an 

outside agency

 

do that, the Medicaid agency must meet certain conditions. 
What are those conditions, and how does the state 
demonstrate compliance? 
 
2. How does a state demonstrate compliance with this 
Assurance? 
The Medicaid agency can demonstrate that it maintains final 
authority in several ways. 

 First, the Medicaid Agency itself may operate an HCBS 
waiver.  To meet this Assurance, these states must show 
that the Medicaid Agency is implementing the HCBS 
waiver in accordance with approved waiver design and 
that the agency conducts routine oversight of its 
operations.    

 Second, the Medicaid agency may delegate the operation 
of an HCBS waiver to another division/unit within an 
umbrella Medicaid agency.  In doing so, the Medicaid 
Agency must establish formal methods for guiding and 
monitoring delegated activities.   

Third, an HCBS waiver may be operated by a 

division/unit/department outside of the Medicaid agency.  In 

these cases, there must be a formal, written agreement between 

the Medicaid agency and the operating agency.   

 
 
 
 
 
 
Trainer Tip:  
If audience is not familiar 
with umbrella agency, 
share definition and 
examples: 
 
An umbrella Medicaid 
agency is an organizational 
structure where the 
Medicaid agency is a 
department or agency to 
which multiple divisions or 
administrations report.    
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Regardless of structure, a Medicaid agency must show that it 
has final authority and responsibility for the HCBS waiver.  It 
must also demonstrate that it has the systems and 
procedures in place to monitor and improve performance. 
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3. What is your role as a Case 
Manager in meeting this 
assurance ?

Although you do not have a direct role, you are 
impacted by:

Rules and policies developed by the state 
Medicaid Agency define what you do as a case 
manager

On-site reviews conducted at your agency by the 
state Medicaid agency

Administrative hearings held by the Medicaid 
agency 

 

оΦ ²ƘŀǘΩǎ ȅƻǳǊ ǊƻƭŜ ŀǎ ŀ /ŀǎŜ aŀƴŀƎŜǊ ƛƴ ƳŜŜǘƛƴƎ ǘƘŜ 
Assurance? 
 
Although you do not have a direct role in meeting this 
Assurance, you are probably aware of how this Assurance 
plays out in your work: 
 

 Rules and policies that define what you can do as a case 
manager under the HCBS waiver are developed by your 
State Medicaid agency, (for example, policies to assure 
that what you offer as a Case manager in your part of the 
state is similar to services offered in other parts of your 
state).  You may be asked to use standardized approaches 
for documenting your work. This makes it easier for your 
Medicaid agency or operating agency to monitor 
performance across the entire HCBS waiver program.  
Onsite reviews may be conducted by your Medicaid 
agency to see firsthand how the HCBS is working and your 
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ŀƎŜƴŎȅΩǎ ŎƻƳǇƭƛŀƴŎŜ ǿƛǘƘ ǇƻƭƛŎƛŜǎ ŀƴŘ ŎƻƴǘǊŀŎǘǎΦ   

 One of your clients may be involved in a hearing to appeal 
a decision made by your agency.  Holding administrative 
hearings is one way that the Medicaid Agency retains final 
responsibility for decisions made under the HCBS waiver. 

No matter how the HCBS waiver program is organized in your 
state, all roads lead back to the state Medicaid agency.   

 
 Activity:   Nƻǿ ǿŜΩǊŜ ƎƻƛƴƎ ǘƻ ƎƛǾŜ ȅƻǳ ŀ ŎƘŀƴŎŜ ǘƻ ǎƘƻǿ 

your creativity!   
 
Distribute Process Questions for Assurance #6 
 
For the HCBS Waiver program that you work with, draw its 
organizational structure.  At the top, show the Medicaid 
Agency.  At the bottom, show your case management agency.  
Identify organizational layers in between, including: 

 Unit within Medicaid agency if within an umbrella 
agency 

 The state Operating Agency if other than Medicaid. 

 Any regional/sub-state entities for the HCBS waiver. 
 

Trainer Tip:  
Return to groups.  
Distribute a sheet of flip 
chart paper to each group.  
Have groups draw the 
organizational structure 
and then answer questions 
1 ς3.  Give each group 15 
minutes and then ask them 
to report out.  Add your 
comments, making sure 
that the exercise ends with 
an accurate drawing. 
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²ƘŜƴ ȅƻǳΩǊŜ finished with your drawing, answer questions 1 
ςоΦ  ¸ƻǳΩƭƭ ƘŀǾŜ мр ƳƛƴǳǘŜǎ ŀƴŘ ǘƘŜƴ ŜŀŎƘ ƎǊƻǳǇ ǿƛƭƭ ǊŜǇƻǊǘ 
out. 
 
Response: Questions and answers below. 
 
1. The state Medicaid agency pays for services under the 
HCBS waiver but otherwise delegates all responsibility and 
oversight for waiver operations to other agencies or entities  

(F) The state Medicaid Agency is fully accountable for HCBS 
Waiver design, operations and performance regardless of 
which entity operates the program. 

2. As long as the waiver program is administered within state 
government, the Medicaid agency is assumed to have 
sufficient oversight.   

(F) There must be formal agreements or processes that 
document the role of the state Medicaid Agency in 
monitoring the performance of the operating agency. 
3. Rules governing the operation of the HCBS waiver must be 
promulgated through the Medicaid Agency.  (T)  

 We that is the last of our Assurances -- but is not the last of 
wǳōȅΦ  [ŜǘΩǎ Ǝƻ ōŀŎƪ ƻne more time to see how Ruby is 

Trainer Tip: Play or 
distribute final case study, 
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doing.   
 
²Ŝƭƭ ȅƻǳ ƪƴƻǿ ǿƘŀǘ ǘƘŜȅ ǎŀȅΣ ŀƭƭΩǎ ǿŜƭƭ ǘƘŀǘ ŜƴŘǎ ǿŜƭƭΧ ŀƴŘ 
this story has a happy ending! 
Any questions before we leave here?  Do you have a better 
understanding of the waiver, waiver assurances and your role 
in waiver quality? 
 
Well then let me thank you again for participating in this 
training, but more importantly, for the great work you do on 
behalf of waiver participants.   You really do make a 
ǘǊŜƳŜƴŘƻǳǎ ŘƛŦŦŜǊŜƴŎŜ ƛƴ ǎƻ Ƴŀƴȅ ǇŜƻǇƭŜΩǎ ƭƛǾŜǎΦ ¢Ƙŀƴƪ ȅƻǳΦ 

 

Episode 7 
 

 


