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  Susan E. Birch MBA, BSN, RN, Executive Director 
Request for Stakeholder Input and Examples for Case Manager Training
May 9, 2014
The Division of Long Term Services and Supports (LTSS) would like to develop a scenario based training for case managers about overcoming common challenges in assessment interviews.

Attached we have outlined 3 possible scenarios that clients, stakeholders and case managers agree are common challenges.  We have developed these scenarios based on stakeholder input provided to the Department via a survey conducted by Parents of Adults with Disabilities in Colorado (PAD-CO). 
Please take a moment to provide responses and examples to the following scenarios which will help us delve deeper into the issues raised in the survey.

Please do not include PHI, however personal experiences and suggestions are welcome and will help us design a training that reflects real-world situations with real-world solutions.  We will keep these responses confidential and will use them only as a guide for our training development.

Access an electronic version of this document on the Department’s website here http://www.colorado.gov/cs/Satellite/HCPF/HCPF/1251639040605
Please send your responses to Jennifer Larsen by June 6, 2014 

By email to jennifer.larsen@state.co.us  or by fax 303-866-2786
Thank you in advance for providing your subject matter expertise!

Jennifer Larsen

LTSS Training Coordinator

Department of Health Care Policy and Financing
Please add your responses by typing in the spaces below each question.  Use as much space as you need.

Challenge 1

Case Manager must get the information they need to complete an accurate assessment in a respectful, person-centered way.

· Share a successful approach that a Case Manager would use to address this challenge.

· What words or phrases would the case manager use to make the assessment feel more comfortable, and/or respectful?

· If the client feels nervous or uncomfortable speaking, suggest ways the Case Manager can proceed in a respectful, person-centered way.



· Share an example(s) of the wrong way to approach a topic or phrase a specific question and then suggest a solution or better way.


Challenge 2

Case Manager completing an annual Continued Stay Review (CSR) must assess client’s current needs and identifying what needs may have changed in an accurate, respectful, person-centered way.  Case Manager doesn’t need to start over from scratch as if they don’t know the client, however, they shouldn’t get lost in the paperwork only and only ask what has changed.

· Share a successful approach that a Case Manager would use to address this challenge.



Challenge 3

Case Manager visits a client who insists they don’t need help with most things, however through observations and collateral information, case manager believes the client is in need of services.

· Share a successful approach that a Case Manager would use to address this challenge.



· How can a case manager validate conflicting statements while maintaining respect and person centeredness?

 The mission of the Department of Health Care Policy and Financing is to improve health care access and 
outcomes for the people we serve while demonstrating sound stewardship of financial resources.
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