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Colorado Department of Human Services	Policy and Procedure Manual
Division of Aging and Adult Services	SECTION 1
Adult Resources for Care and Help
SECTION I – INTRODUCTION
100.0  Mission
Adult Resources for Care and Help (ARCH) is Colorado’s Aging and Disability Resource Center (ADRC).  The mission of the Colorado ARCH Program is to provide a coordinated and streamlined access point to long term services and support for adults age 60 and over, or age 18 and over living with a disability, and their caregivers.  ARCH empowers older adults, adults with disabilities, and care givers to navigate health and long term care options by providing options counseling in a person centered manner.
101.0   VISION

The vision of the Colorado ARCH Program is to:

· to serve as a visible and trusted source of information on the full range of long-term services and support options that are available in the community;

· to provide personalized and consumer friendly assistance to empower individuals to make informed decisions about their service and support options; 

· to provide coordinated and streamlined access to all publicly supported long-term services and supports options so that consumers can obtain the care they need; 

· to provide options counseling in a person-centered, interactive, decision-support process whereby individuals are supported in their deliberations to make informed choices regarding long term services and supports in the context of their own preferences, strengths, and values; and

· to assist individuals in planning for their future long-term service and support needs; 
102.0   DEFINITIONS

“Action Plan” shall be defined as a written, time limited guide developed by the individual client and the Options Counselor outlining future work and/or the steps necessary to achieve goals or obtain LTSS that have been identified during the assessment.
"Activities of Daily Living (ADL)" shall be defined as activities that are regularly necessary for personal care. These activities include: transfers in and out of a bed or chair, toileting, walking, dressing, bathing, hygiene, and eating.

“Adult” shall be defined as a person aged 18 or older.

“ADRC” or “Aging and Disability Resource Center” shall be defined as an information and access systems which involve networks of community organizations working in a coordinated manner to provide consumers with a single point of entry to all long-term care services and supports.  In Colorado the ADRC is known as the ARCH Program.

“ARCH” or “Adult Resources for Care and Help” shall be defined as Colorado’s ADRC program which involves networks of community organizations working in a coordinated manner to provide consumers with a single point of entry to all long-term care services and supports.  

"ARCH Advisory Council" shall be defined as a representative body of laypersons and service providers, designated by the AAA to represent the interests of older persons within the boundaries of a Planning and Service Area. 

“ARCH Operating Organization” for purposes of the ARCH PROGRAM shall be defined as the agency designated by the SUA to provide ADRC services in a specific geographic service area; or an agency or program which provides ARCH services and may receive funding through contract or a written memorandum of understanding with the designated ARCH site. 

 “Assessment” shall be defined as the process of evaluating an individual’s status and needs in order to identify the appropriate service or combination of services required. 

“Assessment Form” shall be defined as the SUA mandated document utilized when providing Options Counseling to evaluate an individual’s status and needs in order to identify the appropriate service or combination of services required. The assessment form consists of two levels. Level one shall be utilized to complete an initial interview with the consumer and level two is used to explore service options. 

“Benefits Counseling” shall be defined as the  provision of information to educate consumers and if requested, to assist in applying for public and private benefits to which they are entitled, including but not limited to, private insurance, Supplemental Security Income (SSI), Food Stamps, Medicare, Medicaid and private pension benefits. 

“Caregiver” shall be defined as an individual, such as a spouse, partner, family member, or friend who attends to the needs of another individual. See also Informal Supports.

"Case Management" shall be defined as assistance with the coordination of long term care services, in circumstances where a person and/or their caregivers are experiencing diminished functioning capacities, personal conditions, or other characteristics which require the provision of services by formal service providers. Activities of case management may include assessing needs, developing care plans, authorizing services, arranging services, coordinating the provision of services among providers, follow-up, and reassessment, as required.

“Centers for Independent Living (CIL)”shall be defined as a consumer-controlled, community-based, cross-disability, nonresidential private nonprofit agency that is designed and operated within a local community by individuals with disabilities to provide an array of independent living services to disabled individuals. 

“Chronic Condition” for purposes of the ARCH PROGRAM, shall be defined as  a condition that last a year or more and requires ongoing medical attention and/or limits an individual’s ability to perform activities of daily living.
"Conflict of Interest" shall be defined as a direct official action on a matter in which the ARCH representative, provider, Council member, or other interested party has the opportunity for substantial financial, contractual, or employment gain. 

“Consumer” for purposes of the ARCH PROGRAM shall be defined as any individual who is 60 years of age and older or 18 years of age and older with a disability who requires long-term care services due to a chronic condition and who the ARCH has provided information to regarding long-term care services.  This information may be provided to the individual, a family member, caregiver, or any professional calling on behalf of the individual, but identifying information must be obtained on the individual. For reporting purposes a consumer may also be referred to as client.
"Contact" for purposes of the ARCH PROGRAM shall be defined as an incoming communication, by phone or in person, from the community to the ARCH Operating Organization for general information regarding long-term care services and supports.
"Contract" shall be defined as an agreement, allowable and enforceable by law, between two or more competent parties, for a legal consideration. More specifically, in regard to this policy, it is a legal written agreement between agencies or other entities to provide, supply, or perform on the one part, and remunerate on the other part, a particular service, goods, or materials, in (a) particular time frame(s) and location(s).
"Contractor" shall be defined as an organization or person that provides goods, materials, and/or services for remuneration under the stipulations of a contract.

 "Coordination" for purposes of the ARCH PROGRAM shall be defined as a formal or informal arrangement between two or more entities to bring together the planning and service resources of two or more public and private agencies for the purpose of expanding or strengthening services for older persons and adults with disabilities. Coordination refers to cooperative efforts, in support of common objectives, directed toward joint planning and resource development, increased quality and quantity of services, and the improvement of services to achieve a more effective and efficient comprehensive system.
 “Core services” for purposes of the ARCH PROGRAM shall be defined as services which are required to be provided by all ARCH sites.  
“Crisis Intervention” for purposes of the ARCH Program shall be defined as the provision of short term assistance provided to an individual in crisis until a plan for long-term services and supports can be put in place. 
“Data System” for purposes of the ARCH PROGRAM, shall be defined as the  SUA mandated electronic system(s) in which ARCH sites are required to enter work product data; utilized locally and at the State-level for reports and management information. 

“Decision Support” shall be defined as the process of examining pros and cons of various options in order to support an individual as he or she weighs long term care services options. 
“Designation” for purposes of the ARCH PROGRAM, shall be defined as the granting of authority via the SUA to a local program to perform ADRC functions for a designated service area.
 “Delivery Setting” for purposes of the ARCH PROGRAM shall be defined as the location where ARCH services are provided to an individual client.
"Developmental Disability" shall be defined as a disability that is manifested before the person reaches twenty-two (22) years of age, which constitutes a substantial disability to the affected individual, and is attributable to mental retardation or related conditions which include cerebral palsy, epilepsy, autism, or other neurological conditions when such conditions result in impairment of general intellectual functioning or adaptive behavior similar to that of a person with mental retardation (27-10-102 C.R.S.).
 
“Disability" for purposes of the ARCH PROGRAM, shall be defined as a physical or mental impairment that substantially limits a major life activity.

 “Documentation” for purposes of the ARCH PROGRAM shall be defined as the system used to document unduplicated individual clients of the ARCH, including both I & R and Options Counseling clients and the communication between the client and the Options Counselor. Documentation includes identifying information for the individual client. 

“Follow Up” for purposes of the ARCH PROGRAM shall be defined as a contact to the client to evaluate the usefulness of services and any barriers to achieving his or her goal or to determine if the identified goals were met.

“HCBS” or “Home and Community Based Services” for purposes of the ARCH PROGRAM shall be defined as services paid by Medicaid and  provided in the home or other community setting to persons who are eligible for long term care Medicaid and who would require care in an institution without the provision of these services.

“Identifying Information” shall be defined as information that can be used to uniquely identify, contact, or locate an individual or can be used with other sources to uniquely identify a single individual.  For purposes of the ARCH PROGRAM identifying information is the name, age, town or place of residence, and presenting need of an individual client.

“Informal Community Network” shall be defined as an individual’s friends or other social connections that do not provide continual care to the person but provide social support and may help intermittently with tasks and chores. 

“Informal Supports” shall be defined as an individual, such as a spouse, partner, family member, or friend whose regular assistance helps an individual reside in the community. 

“Information and Referral” for purposes of the ARCH PROGRAM shall mean information provided to individuals who have contacted the ARCH with a specific question or need regarding available services and/or referral to other agencies.
"In-Kind Match" shall be defined as services, goods, or property donated by a grantee or third party, which are allowable costs of the grant, and for which no cash reimbursement is required, and which are applied to a requirement for the non-Federal/non-State share of program expenses.
“Instrumental Activities of Daily Living Skills" (IADLS) shall be defined as activities necessary for independent living including: meal preparation, shopping, medication management, housework, laundry, appointment management, money management, access resources, transportation, and telephone
“Legal Representative” shall be defined as a court appointed guardian or conservator; a representative payee designated by Social Security, Veteran’s Administration, or other pension program; an attorney with authorization to represent the client; an agent under a valid power of attorney acting within the scope of authority; or an executor, executrix, or personal representative of the estate of a deceased resident.
“Long-term assistance” for purposes of the ARCH PROGRAM shall be defined as ADRC services provided to an individual for over 30 days, but no more than 180 days.

“LTSS” or “Long-Term Care Services and Supports” shall be defined as a broad range of services provided to older adults and adults with disabilities that need assistance with Activities of Daily Living (ADLs) or Instrumental Activities of Daily Living (IADLs) due to a physical, cognitive, or chronic health condition that is expected to continue for an extended period of time, typically 90 days or more. Services may be provided in the community or in a skilled nursing facility, but ideally, should enable the individual to live as independently as possible in the least restrictive setting.
"Low-Income" shall be defined as incomes at or below the federal poverty level.

“Marketing/Outreach” for purposes of the ARCH PROGRAM shall be defined as activities related to ensuring that all potential users of long-term care and supports (and their families) are aware of both public and private long-term support options, as well as to promote an awareness of the ARCH, especially among underserved and hard-to-reach populations. 
"Means Test" shall be defined as the use of an older person’s income or resources to determine that person’s eligibility pursuant to this policy.

“Memorandum of Understanding (MoU)” for purposes of the ARCH Program is a written agreement between two or more agencies or parties to cooperate on an agreed upon project or meet an agreed objective. The purpose of an MOU is to have a written understanding of the agreement and the expected line of action of each party.

"Monitoring" shall be defined as a review by the contracting agency of one or more contracted activities, that may include on-site visits to the contractor agency; and/or data collection activities of contractors and subcontractors, for the purpose of assuring that the contract is being administered in accordance with the Older Americans Act programs, and that the purposes of the contract are being met.

"Not-For-Profit" shall be defined as applied to any agency, institution, or organization, shall be defined as an agency, institution, or organization owned and/or operated by, one or more corporations or associations whose profits must be used exclusively for the charitable, educational or scientific purpose for which it was formed.
“Nursing Facility” shall be defined as a skilled nursing facility, certified to provide services to eligible Medicare and Medicaid beneficiaries and licensed by the Colorado Department of Public Health and Environment, Health Facilities Division. Nursing Homes include swing bed facilities in rural hospitals.
"Older American", "Older Individual", or "Older Person" shall be defined as a person who is 60 years of age or older.

“Optional Services” for purposes of the ARCH PROGRAM shall be defined as services which are not required to be provided by all ARCH sites.  
 
“Options Counseling” shall be defined as a person-centered approach to helping individuals gain an understanding of the benefits and limitations of long term services and support options, and the knowledge to access these resources, in order to empower them to make choices that reflect their unique needs, values and circumstances.

“Participant-Directed Services” shall be defined as publically funded LTSS that are planned, budgeted and directly controlled by an individual (with help of representatives, if desired) based on the individual’s preferences, strengths, and needs. 

“Partnering Organization” for purposes of the ARCH PROGRAM shall be defined as an agency that partners with the designated ARCH agency through written protocols or memorandums of understanding to assist in coordinating services and providing access to long term services and supports for a specific geographic area. 

“Personal Interview” shall be defined as the process by which Options Counselors use active listening and other assessment techniques to explore and identify an individual’s needs, explain service options, provide education and guidance, support in decision making and navigating the long term care services system, and assist with planning for the future.

“Person-Centered Planning (PCP)” shall be defined as the process to develop an individualized support plan driven by an individual’s own preferences, strengths and personal goals, as well as directed by the participant and/or their representative. 
"Program" shall be defined as a particular set of services/activities provided by an organization.
"Program Development" shall be defined as activities directly related to either the establishment of a new service or the improvement, expansion, or integration of existing services.

“Quality Assurance” for purposes of the ARCH PROGRAM shall be defined as a system for evaluating performance in the delivery of services to clients or consumers, 

“Records” shall be defined as any documents, including electronic data or information, compiled and maintained by ARCH representatives that are produced or obtained in the performance of program activities.

“Representative" shall be defined as an individual who is chosen to assist or to act on behalf of an individual seeking ARCH services in making decisions regarding long term services and supports. 

“Respite” for purposes of the ARCH PROGRAM shall be defined as temporary, substitute supports or living arrangements to provide a brief period of rest for caregivers.  Respite can be in the form of in-home, adult day, or institutional care.  

“Service Area” for purposes of the ARCH PROGRAM shall be defined as the geographic area in which the designated agency provides services.  The service area may be a single county or a multi-county region.

“Short-term assistance” for purposes of the ARCH PROGRAM shall be defined as ADRC services provided to an individual for less than 30 days.
"Single Entry Point (SEP)” shall be defined as a single access or entry point within a local area where a current or potential long-term care consumer may obtain long-term care information, screening, assessment of need, and assistance to appropriate long-term care programs and case management services.
“Stakeholder” for purposes of the ARCH Program shall be defined as a person or group with a direct interest, involvement, or investment in long term services and supports, e.g. consumers, caregivers, and providers. 
"State Unit on Aging" (SUA) shall be defined as the unit in the State, designated to administer the Colorado State Plan on Aging, including Older Americans Act and Older Coloradans Act programs. In Colorado, this agency is within the Colorado Department of Human Services, Division of Aging and Adult Services.

“Target population” for purposes of the ARCH PROGRAM shall be defined as individuals who the ARCH site has contracted with the Department to serve; or any individual who is 60 years of age and older or 18 years of age and older with a disability who requires long-term care services due to a chronic condition
“Unit of Service” for purposes of the ARCH PROGRAM shall be defined as a contact with or on behalf of an individual receiving Options Counseling. 

“Urgent needs” shall be defined as needs where a lack of response within forty-eight hours would cause significant pain, place the person at serious risk of harm, or create or significantly increase a person's risk of unnecessary hospitalization or institutionalization.

“Veteran” for purposes of the ARCH shall be defined, in accordance with Federal Law, as any person who served honorably on active duty in the armed forces of the United States. 

 “VDHCBS” or “Veterans Directed Home and Community Based Services” for purposes of the ARCH PROGRAM shall be defined as self-directed services which are paid by the Veterans Administration and provided in the home or other community setting to veterans who are eligible for long term care Veteran benefits and who would require care in an institution without the provision of these services. Under this program the eligible veteran assesses their own care needs, selects all service providers, and evaluates the quality of the services they receive. 
“Working Days” for purposes of the ARCH PROGRAM shall be defined as a Monday through Friday, not including weekends or holidays. In determining the number of working days, the day of receipt of any notice shall not be included.

SECTION II --- COLORADO ADRC PROGRAM
200.0   DESIGNATION

ADRCs or ARCHs involve networks of community organizations within an established service area working in a coordinated manner to provide consumers with a single point of entry to all long-term services and supports.  

A. Service Area 
1. Service Area shall be designated by the SUA after considering the following: 
a. Geographical distribution of older adults age sixty (60) and over and disabled adults age eighteen (18) and over in the state;  
b. The need for long term services and supports; 
c. Distribution of resources available to provide such services; 
d. Boundaries of existing areas within the state that were drawn for the planning or administration of supportive services programs; and
e. Location of units of general-purpose local government within the state.
B. ARCH Operating Agency 
1. The SUA shall designate as the local ARCH Operating Agency a public or private nonprofit agency in a designated service area or any separate organizational unit within such an agency that has demonstrated:

a. Experience and knowledge of long term services and supports;

b. Capacity to assist individuals in a timely manner with requests or referrals to long term services and supports by providing adequate staffing and resources;

c. Ability to serve older adults, Veterans, and adults with  disabilities; and

d. Ability to form partnerships with other long term service and support providers.

 201.0   ADVISORY COUNCIL


A. The ARCH Operating agency shall convene within thirty (30) days of designation an Advisory Council for the purpose of providing input and guidance to the ARCH Program.

B. The Advisory Council shall meet at a minimum every three months.

1. Documentation of Advisory Council meeting shall be provided to the SUA upon request and shall include:

a. a  listing of members and organizations represented;

b. an annual meeting schedule for the current State Fiscal Year (SFY); and
		
c. the agenda, sign-in sheet, and meeting minutes for each meeting conducted.

C. Membership of the Advisory Council shall include, long term care consumers and  one representative from a minimum of six of the following stakeholder groups:

1. The Area Agency on Aging (AAA), Single Entry Point (SEP), Community Center Board (CCB), Independent Living Center (ILC), State Health Insurance Assistance Program (SHIP), long term care service providers, Adult Protective Services (APS), the healthcare community, and local hospital discharge planners.

D. The Advisory Council shall provide input and guidance to the ARCH agency regarding service delivery policies and procedures, marketing strategies, service gaps and resource development, overall ARCH agency operations, service quality, client satisfaction, and other related professional problems or issues.
	

	



202.0 PARTNERSHIPS

A. ARCH agencies shall develop partnerships with other long term service and support providers and agencies within the ARCH network in order to coordinate and streamline processes for consumers accessing these services.

B. Partnerships shall include, but not be limited to, the AAA, SEP, CCB, ILC, SHIP, APS, local hospitals, and other agencies that provide access to public and private LTSS programs.
C. Partnerships shall be formalized through written protocols or a Memorandum of Understanding (MoU). 

1. Protocols or MOUs shall address agreements between the ARCH and partnering agency, including policies to ensure a seamless process for transferring ARCH consumers and sharing relevant client information and data.

203.0 FUNDING & FISCAL REIMBURSEMENT
A. Funding 
1. Funding provided by the SUA for ARCH services shall be contingent upon the availability of funds and acceptable performance by the ARCH Operating Agency as determined by the SUA.
2. If available, the ARCH Operating Agency shall request funding at a time and in a format designated by the SUA. 
a. Requests for SUA funding shall include information regarding the proposed use of all funds.
3. Approval by the SUA shall follow the requirements of all State reimbursement policies and shall not exceed a 12 month period.
4. Funding shall be allocated by the SUA to the ARCH Operating Agency for cost reimbursement.
B. Fiscal Reimbursement
1.         The ARCH Operating Agency shall submit requests for reimbursement for allowable expenses in a format and time period approved by the SUA. The request shall be based on actual costs incurred.
2. Allocated funds shall be expended by the ARCH Operating Organization by the end of the award period unless an extension has been requested by the Operating Organization and approval as been granted by the SUA. 
C. The ARCH Operating Agency shall follow generally accepted accounting practices and comply with all rules and regulations for accounting practices set forth by the State.
1. In addition, the ARCH Operating Agency shall assure the following:
a. Funds allocated by the SUA are used solely for authorized purposes;
b. ARCH financial documents are filed in a systematic manner to facilitate audits; and
c. ARCH financial records and source documents are made available to the SUA, its representative, or an independent auditor for inspection or audit.
.
204.0   CONSUMER RECORDS  
A. The ARCH Operating Agency shall maintain consumer records in the format approved by the SUA.
1. Consumer records shall be clearly documented with supporting information and references as mandated by the SUA.
2. Consumer records shall be made available to the SUA upon request and may be used to monitor program administration, compliance, and to evaluate the effectiveness of the ARCH program.
B. The ARCH Operating Agency shall protect the confidentiality of consumer records in accordance with State statute (CRS 26-1-114 as amended). 
1. The identity of a consumer shall not be disclosed to another individual or agency unless: 
a. The consumer or their legal representative consents to the disclosure and consent is given in writing; or
b. The consumer gives consent orally and the consent is documented contemporaneously in the case record  by a representative of the ARCH Operating Agency; or
c. The disclosure is required by court order. 
2. Reports not containing identifying consumer information are open records and prior consent is not required from the consumer in order to disseminate.
B. Consumer records shall be retained by the ARCH Operating Agency for a minimum of five (5) years.

205.0   DATA COLLECTION REQUIREMENTS

A. ARCH Program data shall be collected and maintained in the format approved by the SUA and may be used to monitor program administration, compliance, and to evaluate the effectiveness of the ARCH program.
B. At the end of each reporting period, both state and federally mandated performance reports shall be submitted by the ARCH Operating Agency in a format specified by the SUA. 
1. Reporting periods shall be quarterly. 
2. State mandated reports shall be submitted by the ARCH Operating Agency to the SUA by the 15th of the month following the end of the reporting period, or the first working day following the 15th if it falls on a holiday or weekend.

3. Federal mandated reports shall be submitted by the required deadline.

4. Failure by the ARCH Operating Agency to meet SUA requirements to provide accurate and timely reports may be subject to corrective action, including: 
1. Suspension of reimbursement payments; or, 
2. Suspension or Termination of designation as the ARCH Operating Agency by the SUA.

206.0	OUTREACH, MARKETING, AND EDUCATION

A. The ARCH Operating Agency shall conduct outreach, marketing, and educational activities within the designated service area in order to advance awareness of the ARCH Program. 

1. Activities may include, but are not limited to, written materials, public and private presentations, participation in public events, and media advertisement.

B. Annually, the ARCH Operating Agency shall develop, in cooperation with its Advisory Council, a written Marketing Plan to promote awareness of the ARCH Program by a time specified by the SUA.

1. A copy of the ARCH Marketing Plan shall be submitted to the SUA within thirty (30) days of the specified completion date.


207.0	TARGET POPULATION

A. The ARCH Operating Agency shall serve individuals who meet the following criteria:

1. Adults 60 years of age and older who require long-term services and supports due to a chronic condition; 

2. Adults 18 years of age and older with a disability who require long-term services and supports due to a chronic condition; and

3. Veterans of any age who require long-term services and supports due to a chronic condition; 

B. Priority shall be given to individuals who are:

1. Transitioning from a hospital setting back into the community;

2. Transitioning from a skilled nursing facility or other long term care facility back into the community; or

3. At a high risk of being admitted into a long term care facility.

C. Income or financial resources shall not be criteria for providing services.


208.0  GENERAL REQUIREMENTS 


A. The ARCH Operating Agency shall maintain a LTSS resource directory for the designated service area. 

B. The ARCH Operating Agency shall ensure that there are no physical barriers which would prohibit consumers from accessing services.

1. Services shall be provided to the consumer in the setting of their choice when possible and when doing so does not pose a health or safety risk.

2. Resources shall be allocated to provide services by telephone, in person at the ARCH office, the consumer’s home, or any other appropriate setting. 

C. The ARCH Operating Agency shall maintain a system to document unduplicated individuals receiving services.

D. The ARCH Operating Agency shall provide sufficient staff to provide all required services and any additional services they have agreed to perform.

1. The ARCH Operating Agency may sub-contract or enter into a Memorandum of Understanding (MOU) with other agencies in the designated service area to perform part or all required services with approval by the SUA.

a. Any sub-contractor of the ARCH Operating Agency shall be a non-profit agency with demonstrated experience and ability to work with the target population, and knowledge of long term services and supports.

b. The sub-contractor must follow all applicable federal and state rules and regulations. 

c. The ARCH Operating Agency is responsible for subcontractor performance.

d. The ARCH Operating Agency shall provide a copy of the proposed contract or MOU to the SUA for approval prior to signature.

e. If approved by the SUA, all work performed by ARCH sub-contractors shall be reported as work performed by the ARCH Operating Agency and available to the SUA for review.

E. Prior to the delivery of services, a records check through the Colorado Bureau of Investigations or another background check system that provides information at the same level of detail or higher than the CBI records check, shall be conducted for all employees, volunteers, and contractors of the ARCH Operating Agency. 

1. If an employee, volunteer or contractor has resided in Colorado for less than two (2) years, a background check similar to the CBI records check shall be completed in the state in which the individual previously resided in addition to the records check through the Colorado Bureau of Investigations.

2. If the records check indicates a potential employee, volunteer, or contractor has been arrested for any offense indicated at 27-1-110 (7)(b) or (c), (CRS 2004), the employer shall follow-up with the jurisdiction in which the offense occurred to identify whether the individual was convicted of the offense.

3. If a potential employee, volunteer, or contractor has been convicted of any offense identified at 27-1-110 (7)(b), (CRS 2004), or other offenses as identified by the AAA, that individual shall be disqualified from employment regardless of when the conviction occurred.

4. If a potential employee, volunteer, or contractor has been convicted of any offense identified at 27-1-110 (7)(c), (CRS 2004), or other offenses as identified by the ARCH Operating Agency, that individual shall be disqualified for employment if the conviction is less than ten (10) years old.

F. The ARCH Operating Agency shall develop procedures for its consumers to file a complaint against the ARCH Operating Agency. Procedures shall include the following;

1. A process which ensures consumers are aware of their right to file a complaint or appeal;

2. Posting of a written notice at the ARCH site explaining the right to file a complaint or appeal;

3. Stipulations regarding the appropriate tracking of complaints and complaint resolution to include;

a. ARCH region;

b. Consumer contact information;

c. Nature of complaint received;

d. Date complaint received;

e. Documented complaint response by type of complaint (i.e. phone, written, or personal contact);  and

f. Documented resolution of complaint.

4. The documentation (log) may be kept via hard copy or electronic means; however, it must be printable and made available upon request by the SUA.

G. The ARCH Operating Agency shall engage in on-going quality improvement activities. 

1. At a minimum the following activities shall be conducted and documented:

a. Consumer satisfaction surveys, with a minimum question set as prescribed by the SUA, shall be conducted with the consumer or their representative within thirty (30) days of completing Options Counseling.

b. Consumer complaints shall be identified, documented, and tracked. 

1. Consumer complaints shall be shared with the ARCH Operating Agency’s Advisory Board for review and feedback. 

2. An annual report shall be completed, and made available to the SUA upon request, describing complaints received during the previous twelve (12) month period and the outcome of each complaint. 

2. The ARCH Operating Agency shall cooperate with the SUA designated evaluator for completion of required reports.

3. All quality improvement activities, including the annual complaints report, shall be shared with the ARCH Operating Agency’s Advisory Board for comment and feedback.

209.0 REQUIRED SERVICE FUNCTIONS

A. Information and Referral/Assistance

1. As part of its Information and Referral service function the ARCH Operating Agency shall:

a. Respond to requests for information at the time of the inquiry or within two (2) working day of an initial contact by individuals seeking LTSS information;

b. Provide consumers within the target population or their representatives LTSS information and make referrals to requested services based on the consumer’s identified need;

c. Determine the need for additional ARCH services; and

d. Establish a consumer record with supporting documentation, which at a minimum, shall include:

i. Identifying information 
ii. Documentation of the need for LTSS
iii. Resources and referrals provided; and
iv. Additional services required.
  

B. Options Counseling

1. As part of its Options Counseling service function the ARCH Operating Agency shall support the consumer’s preferences and choices, and complete the following activities:

a. Assess the targeted consumer’s LTSS needs through a personal interview with the consumer or their representatives within five (5) working days of the initial contact, unless a later date is requested by the consumer or their representative. 

i. Complete Level One and Level Two of the SUA mandated assessment tool.

b. Identify the consumers LTSS needs.

i. May include informal supports, privately funded services, publically funded services and benefits, and others.

c. Provide benefits counseling to targeted consumer populations.

i. Provide information on both private and public LTSS programs and services and assist the consumer in evaluating the benefits and disadvantages of each.

ii. When appropriate, refer the consumer to agencies with greater expertise to provide more in depth information on a LTSS option.

iii. If requested, assist the consumer in applying for public and private benefits for which they are entitled.


d. Provide referrals to LTSS agencies. 

i. If requested, connect the consumer to the LTSS agency by contacting the agency on the client’s behalf.

e. Determine the need for additional ARCH services.

f. Develop a Written Action Plan, in cooperation with the consumer or their representative, identifying the consumer’s LTSS needs, referrals given, steps to complete in order to meet the identified needs, and by whom.
i. The Written Action Plan shall be signed by staff of the ARCH Operating Agency and provided to the client.

g. Conduct follow-up with the consumer or their representative to obtain feedback and to assure that LTSS are activated and are meeting the consumer’s needs.


i. The first contact for follow up shall be made within ten (10) working days of completing the Action Plan.

ii. Subsequent contacts shall be made at a minimum every 30 days until the outcome of all action steps have been determined unless the consumer requests that follow up no longer be conducted.

iii. When a consumer has applied for public LTSS the outcome of the application shall be monitored until the application is approved or denied either through contact with the consumer or the agency making the determination.

iv. A summary of all follow up contacts shall be documented and retained in the consumer record. 

h. Establish a consumer record with supporting documentation, which at a minimum, shall include:

i. The ARCH assessment;

ii. The Written Action Plan;

iii. Follow up summaries; and

iv. Documentation of all activities taken by ARCH Program staff with and on behalf of the consumer.

i. Conduct a consumer satisfaction survey as prescribed by the SUA prior to closing the Options Counseling consumer record.


210.0 	ADDITIONAL SERVICES 

When funding and other resources are available the ARCH Operating Agency may contract to provide additional services within the designated service area in addition to the required services. Currently, the following additional services may be provided by the ARCH Operating Agency.
 

A. Care Transitions Intervention (CTI) 

1. CTI is provided to increase the self-management capacity of people following a hospitalization and to reduce unplanned re-hospitalizations. At a minimum, the ARCH Operating Agency shall fulfill the following tasks:

a. Train coaches to work with patients with complex care needs and family caregivers during a four-week program to ensure needs are met during the transition from hospital to home;  

b. Provide referrals and assist CTI consumers in obtaining necessary LTSS;

c. Develop and implement the CTI program by:

i. Provide supervision for CTI coaches to include recruitment, training, and oversight;

ii. Develop a job description for the transitional coach who has experience with long-term care;

iii. Provide training to coaches through a certified training;

iv. Develop a Management Information System (MIS);

v. Provide training to transitional coaches to obtain medical information and documentation of case management notes into the MIS;
vi. Establish a MOU with a qualified hospital to make referrals to the CTI;

vii. Provide education to the participating hospital regarding CTI;

viii. Develop a referral process from the participating hospital to the ARCH Operating Agency;

ix. Develop a referral process from the ARCH Operating Agency to the CTI; and

x. Serve an established number of patients during the contract period.

d. Develop a Care Transitions Taskforce structure that provides review of the CTI, MIS operations and reports.

e. Provide the State timely reports based on the parameters established by the State or the U.S. Department of Health and Human Services.  The reports will include, but not be limited to:

i. Hospital readmission rates;
 
ii. Demographic information;

iii. Number of referrals;

iv. Number of referrals served;

v. Success stories;

f. Contingent upon the availability of funds, submit reimbursement requests to the SUA in a format and time period approved by the SUA.

g. Evaluate the project by:

i. Ensuring fidelity of the CTI program;

ii. Providing documentation required to complete a bi-annual evaluation of the CTI program; and

iii. Cooperating with the SUA designated evaluator for completion of required reports.

B. Local Contact Agency (Minimum Data Set (MDS) Section Q) 

1. [bookmark: _GoBack]An ADRC Operating Agency may be designated as a Local Contact Agency (LCA) by the Colorado Department of Health Care Policy and Financing (HCPF) under the Minimum Data Set (MDS) 3.0, Section Q protocol.  Specific tasks shall be mandated by HCPF, but in general the role of an LCA is to:

a. Work collaboratively with nursing facility staff and other stakeholders within the designated area as part of the MDS referral process;

b. Contact individuals residing in nursing facilities that are referred by the nursing facility through the Section Q processes or that are referred through other means to provide information about community living options and available services and supports; and

c. Coordinate referral processes and problem-solve coordination issues with Transition Coordination Agencies and Case Management Agencies.  

211.0	STAFFING REQUIREMENTS

A. The ARCH Operating Agency shall ensure adequate staff to provide all required services and any additional services for which they have agreed to perform either directly or through MOU or contract. At a minimum, the ARCH Operating Agency shall have staff available to perform the following work functions:

1. Information and Referral Specialist

2. Options Counselor

3. ARCH Supervisor
 
B. All staff performing ARCH service functions shall meet minimum standards for education and experience and shall be able to demonstrate competency in skills relevant to the position.

1. Information and Referral Specialists and Options Counselors are required to have a Bachelor of Arts degree in Behavioral Science/Human Services. 

a. An individual who does not meet the minimum educational requirement may qualify if they have demonstrated work or life experience working with long term care consumers and have gained knowledge necessary to perform the work functions. 

i. Experience may substitute for the required education on a year for year basis.

ii. When using a combination of experience and education to qualify, the education must be in a human behavioral science field.

iii. Education and experience must be documented and submitted to the SUA for approval prior to hiring individuals who do not have the required degree. 

	


2. Information and Referral Specialists and Options Counselors shall demonstrate competency in the following areas:

i. Knowledge of and ability to relate to consumers served by ARCH;

ii. Knowledge of LTSS resources available in the designated service area;

iii. Knowledge of the policies and procedures regarding public assistance programs; 

iv. Interviewing skills; and

v. Negotiation, intervention, and interpersonal communication skills.

3. ARCH Supervisors shall, in addition to meeting the qualifications of an Information and Referral Specialist and Options Counselor, have demonstrated knowledge of the person centered philosophy.

4. Each staff member of the ARCH Operating Agency, including supervisors, shall attend a minimum of eight (8) hours of training sessions per State Fiscal Year (SFY).

a. Staff shall attend training provided by the SUA, or its designee, as required.

b. The ARCH Operating Agency shall be responsible for arranging additional in-service and staff development training relevant to ARCH functions.
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