
The Department Human Resources and the Department of Community Health (the State Medicaid agency) have a comprehensive quality assurance system.  A team approach is used to assure continuous quality management.  The team includes the State Medicaid Agency, DHR, the Financial Support Services Provider, the Support Coordinator, and the waiver participant and his/her family/representative.

· Criminal background checks are required and available through the Financial Support Services (FSS); cost of the first five (5) criminal background checks per year is included in the reimbursement to the FSS provider.

· The ISP includes plans for emergency back-up as well as plans for natural disaster and other emergencies based on the individual’s specific needs and availability of informal support systems.
· Complaints and critical incidents are investigated and resolved by DHR.  Policies and procedures related to the current incident management system were revised as needed for self-directed services. 
· Routine monitoring is used to determine if services are being delivered as specified in the Individual Service Plan and the individual’s needs are appropriately met; findings of service, health or safety deficiencies are followed up to resolution and tracked by DHR.

· Feedback is obtained from the individual and his/her family/representative on the satisfaction of the delivered service(s).

· Information gathered during the discovery processes listed above is used to assess the program and make changes as needed. 

· Necessary safeguards are taken to protect the health and welfare of individuals receiving self-directed waiver services.

