	AREA
	GOAL
	ACTION STEPS
	LEAD
	DATE DUE 
	DATE COMPLETED

	Upfront/Data Gathering 
	Research authority regarding 60 month look-back review process
	· Provide summary of research findings 

· Research other states’ protocols regarding look-back document review
	DHMH
	February 15
	

	Outreach and Education
	Prepare educational document for providers and applicants
	· Develop LTC document reference guide to attach to the application 
	DHMH
	February 15
	

	
	Educate the nursing home provider community regarding the LTC eligibility determination process and fill approved MA Co-pay positions

	· Conduct training in cooperation with HFAM and LifeSpan for interested facilities

· Convene briefing regarding Medical Assistance co-pay positions 


	DHR
	By April 1

By February 17
	

	Applications and Redeterminations 
	Streamline the application and redetermination process 

	· Change the color of redetermination forms to help workers to quickly sort and pend – DHR

· Triage initial applications and redeterminations – distribute simple cases to new caseworkers - DHR

· Suppress SSI redets in CARES - DHR

· Develop desk review process for SSI cases – DHMH

· Develop recipient letters (SSI cases) 
· Release policy alerts (SSI cases) 
· Conduct training as needed (SSI cases)
· Review statute regarding requirement that states directly verify bank assets for LTC applicants

· Review potential for expedited processing for applicants/customers receiving other public benefits and services
	DHMH

DHR
	By April 1
	

	
	Develop hardship protocol for LTC applications 


	· Develop hardship guidance for case workers
	DHMH
	July 15
	

	Customer Service
	Improve customer service provided by the Bureau of LTC Eligibility 
	· Initiate case review and research team at DHR Central 

· Initiate call center assistance 
	DHR
	By April 1
	

	Records Management 
	Address the Bureau of LTC Eligibility’s records management considerations 


	· Transfer records to the State Records Retention facility, as appropriate

· Research short-term document imaging strategy


	DHR
	July 15
	




	AREA
	GOAL
	ACTION STEPS
	LEAD
	DATE DUE
	DATE COMPLETED

	Upfront/Data Gathering
	Consider implementing a LTC e-application 
	· Research implementation of a LTC e-application 

· Review Georgia’s LTC e-application and LTC e-applications from other states
	DHMH

DHR
	August 1
	

	Applications and Redeterminations
	Streamline the redetermination process 

	· Implement system-generated, pre-populated redetermination form for customer verification - DHR

· Review and report on findings related to the two-year redetermination period for “low-risk” cases – DHMH will research state plan options and conduct a cost analysis

· Assess potential for obtaining waiver from CMS for two-year redetermination period for “low-risk” cases
	DHMH

DHR
	September 1

October 1
	

	
	Modify Long Term Care application to make it more user-friendly


	· Review other state applications 

· Revise Long Term Care applications  - simplifying to convey and collect information
	DHMH

DHR
	September 1
	

	Records Management 
	Address the Bureau of LTC Eligibility’s records management considerations 


	· Implement and evaluate outcomes of pilot of application submission via CD 

· Expand use of document shredding services 


	DHR
	August 1
	


LTC BUSINESS PROCESS ANALYSIS AND RE-ENGINEERING


as of February 7, 2011


           SHORT TERM (1-6 MONTHS)

















LTC BUSINESS PROCESS ANALYSIS AND RE-ENGINEERING


 as of February 7, 2011


           LONG TERM (6 MONTHS OR MORE)
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