TEXAS DEPARTMENT OF STATE HEALTH SERVICES

CHILDREN WITH SPECIAL HEALTH CARE NEEDS SERVICES PROGRAM (CSHCN SP)

FAMILY SUPPORTS AND COMMUNITY RESOURCES MONITORING INSTRUCTIONS


	REVIEW CRITERIA
	ADDITIONAL CLARIFICATION & METHOD OF VERIFICATION

	Not Applicable (N/A) vs. Not Reviewed (N/R )


N/A means that the criterion was not applicable to the agency or client at the time of the review. Prior to a review, criteria may be identified as not applicable to specific contractors. 

N/R means there was no intent to review the criteria. N/R usually is applicable to Accelerated Monitoring (ACM) reviews since we do not review compliant elements found during the previous review the previous review.
Information reviewed will only be from the date of the last site visit to the present day.  

Clarification in standard text will allow the contractor to understand what the expectations of the review process.  

Items listed below in italics may define the materials used to verify the review criterion.  Other items may be requested of the contractor on-site to verify review criterion. 

	I.  
Staff / Personnel
	

	1.
Contractor agency staff and volunteers meet specific staff requirements outlined in the approved proposal or renewal application. 
	The reviewer will examine staff job descriptions and compare those with the hired staff’s personnel file ensuring that the contractor agency has employed personnel who meet the required criteria to provide services.

Reviewer evaluates contractor agency documentation for volunteer staff to confirm it meets contractor’s program specifications.

Personnel files, contractor policies and procedures, RFP application

	II.  Policies and Procedures 
	

	1.
The Contractor agency establishes, maintains, and keeps current personnel policies and procedures, and training for employees and volunteers.  
	The reviewer will examine Contractor agency’s applicable policies and procedures to ensure all items are current and maintained according to timelines established by the Contractor or DSHS.  Contractor policies should reflect the most recent date of revision and be in a central location that is easily accessible by staff to review at any time.  

Contractor policies and procedures, staff interviews, training records, personnel files.

	2.
Contractor’s policies and procedures are well organized and easily accessible to all staff.
	The reviewer will review the file setup of the program’s policies and procedures to ensure they are well organized and in an accessible location to which staff have unlimited access.  This can be, but is not limited to, a location where all policies and procedures are printed or found on a centralized online server location.  

	3. 
The Contractor establishes and maintains: 
	

	a.
policies regarding selection and dismissal of staff, volunteers, and others delivering or coordinating services under the contractor’s direction;
	The reviewer will examine policies to ensure that a process for the selection and dismissal of staff, volunteers, and others delivering or coordinating services is maintained and followed.  

	b.  
policies for verifying staff/volunteer qualifications; and 
	The reviewer will examine policies and procedures to ensure that the Contractor agency has a process to verify staff and volunteer qualifications.  

	c.  
maintains documentation signed by the employee that the policies and procedures have been read and understood.
	The reviewer will examine policies and procedures to ensure that employees are required to document that they have read policies and procedures applicable to their position.  Documentation should be maintained by the Contractor and be provided upon request to the DSHS reviewer.  

	4. 
Contractor has established and implemented personnel policies documenting staff are trained in safe work practices while performing direct and/or face-to-face client contacts that decrease spread of infectious diseases. Additionally this policy documents the training completed by staff in order to promote safe work practices.
	Contractor policies promote safe work practices while performing direct and/or face-to-face client contacts.  Additionally, policies document the training that staff complete in order to promote safe work practices.
Contractor policies and procedures, staff interviews, training records, personnel files.

	III.  Purpose and Program Expectations  
	

	1.
Contractor activities, policies and procedures, and applicable client records reflect that the agency:
	

	a.
advocates on behalf of children with special health care needs and their families; 
	Family Supports and Community Resource contractors are expected to deliver services in a manner that promotes the ideas and philosophy associated with supporting children and families living in the community. 

Contractor’s policies and program services promote the principles described in the Title V State and National Performance measures. The efforts of the Contractor promote activities that encourage community inclusion, are family-centered and culturally effective, empower families and children, and advocate for families.

Contractor policies and procedures, staff interviews, training records, personnel files, Performance Measures, Work Plan, Quarterly Reports


	b.
facilitates family-based, community-based services for children, in coordination with their families, natural supports, medical and social service providers. 
	

	c.
delivers culturally effective services to enhance existing community resources and natural supports and to respect the values of the individual families;
	

	d.   provides services that support all children with special health care needs, including children who are medically fragile, to live in families and develop positive, enduring relationships with adults and peers.
	

	e.    contractor activities, practices, and services are consistent with the agency Work Plan (Form L-B) and DSHS agency requirements.
	

	IV. Eligibility
	

	1.  Services are provided for children from birth up to their 21st birthday who have or are at risk for chronic physical, developmental, behavioral or emotional diagnoses and who also require health and related services of a type or amount beyond that required by children generally. Services may be provided for a client of any age with Cystic Fibrosis.  
	The reviewer will examine eligibility policy to ensure that the agency documents that the child meets the definition of a children with special health care needs or is an adult with Cystic Fibrosis at the time of intake. 

Contractor policies and procedures, client records, staff interviews, Quarterly Reports

	V.  Coordination and Outreach
	

	1.  Contractor informs health care providers, area schools, other community service providers, and the general public about available services.
	Reviewer sees sufficient evidence to support that the Contractor is promoting awareness of the available services.

Contractor policies and procedures, staff interviews, regional staff, Quarterly reports, meeting records.

	2.
Contractor maintains documented evidence of activities with Local Mental Health Authorities, Federally Qualified Health Centers/Rural Health Centers (FQHC/RHC), Aging and Disability Resource Centers (ADRCs) and other local community-based resources (e.g., Promotoras/Community Health Workers, faith-based organizations and resources to address disparities and disproportionalities.)
	The reviewer will look for documentation that the Contractor has been collaborating and networking with the named resources and assisting clients with emergency preparedness activities.  

Staff interviews, contractor meeting minutes, Quarterly reports

	3.   Contractor maintains documented evidence of participation in Emergency Preparedness activities with clients and families.
	

	4.   Contractor meets quarterly with DSHS Regional Manager of Specialized Health and Social Services
	

	3.
Contractor provides family support services and items that: 
	

	a.
are outside the scope of standard medical/health care needs;
	Reviewer will examine sufficient Contractor documentation to confirm that the services provided meet the needs for children and youth with special health care needs and that services provided exceed usual needs for the clients and their families. 

Services provided should not be duplicative of alternative service(s) or programs available to clients that support the client and family in participating in the home and community.

Contractor policies and procedures, staff interviews, client records.

	b.
do not duplicate services available to the child and family through other sources, such as Medicaid waivers;
	

	c.
are necessitated by the child’s physical, developmental,   behavioral or emotional condition;
	

	d.
support the child living in his/her natural home and participating in family life and community activities. 
	

	VI.  Payment for Services
	

	1.
No one is denied services based on the inability to pay.
	Family Supports and Community Resources contractors must provide services to clients and cannot deny services because of an inability to pay for services. 

Contractor policies and procedures, staff interviews, client files

	VII.  Program Evaluation / Quality Assurance (QA)
	

	1.
Contractor has an established plan for an internal quality assurance that:
	Contractor’s QA plan should describe the QA supervisor and other personnel responsible for data collection and analysis, and the process for conducting an annual observation of staff interacting with clients and families. 
The purpose of the observation is to ensure staff comply with standards, protocols, and best practices. 

The Contractor should utilize a tool to assure standardization of the observation process.

Contractor policies and procedures, RFP, personnel files.

	a. identifies the Quality Assurance (QA) supervisor and other personnel responsible for data collection and analysis;
	

	b. describes how family/staff interactions are monitored and evaluated;
	

	c. has implemented a mechanism to collect external feedback from families, children, providers, organizations, etc. served, including measures of satisfaction and suggestions for program improvement.
	Contractor’s QA should demonstrate an effective mechanisms for obtaining external feedback from families and others served. Contractor should also document review and follow-up of feedback.  

The reviewer will also look at documentation related to feedback and how, when appropriate, it is used to improve services delivered by the contractor.  

Reviewer should confirm at least one annual survey has been provided to clients and families includes the five standardized questions as required by CSHCN SP. CSHCN SP questions must not be altered in language and should be asked in the order provided to contractor.

Family surveys, contractor policies and procedures, contractor QA committee meeting records, client records, contractor training records.

	d. has implemented a mechanism to incorporate feedback to improve contractor services, as appropriate
	


[image: image1][image: image2][image: image3]
Page 1 of 7 - CSHCN Services Program – Family Supports and Community Resources

1/4/2016

