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About the Florida Self-Directed Care (FloridaSDC) Program

The FloridaSDC Program hinges on the belief that individuals are capable of choosing services and making purchases that will help them begin or remain on the road to recovery and to develop or regain a life of meaningful, productive activity. The goal of FloridaSDC is to respect and promote self-determination, recovery and full community inclusion for people who have been diagnosed with a mental illness and who depend on government subsidized mental wellness services. Participants in FloridaSDC select the providers, services, and activities that they deem necessary for recovery and the achievement of the highest level of desired personal wellness and quality of life. Through a careful self-assessment of previous purchases, experiences, and outcomes, individuals are given the flexibility to make adjustments to fit their needs in order to engage in meaningful activities and to attain a higher quality of life.

The FloridaSDC program gives each participant control of the public financial resources to access mental health services that are normally directly contracted to a public community mental health provider. FloridaSDC participants can use their budgets to purchase mental wellness services from any member of the FloridaSDC Network or licensed mental health professional that provides services within the district in which the participant resides. The primary purpose of these funds is to purchase psychiatric and mental wellness care. However, a unique option within the program is the opportunity for participants to access alternative and non-traditional services that result in the same outcomes as traditional mental health services. For example, instead of attending psychotherapy group for depression at a local mental health professional’s office, a FloridaSDC participant may elect to participate in a community-based support group. The personal outcomes are similar, but the type of actual service is very different, both in cost and experience. FloridaSDC also offers participants funding opportunities to purchase tangible items, such as clothes and shoes that will enhance the person’s integration into the community so that he or she can return to work or other meaningful activity.
Participants in the FloridaSDC program choose from a variety of community-based providers that may or may not already be a part of the current public community mental health system.  Residential and crisis stabilization services are delivered by existing community mental health providers through the traditional delivery system.  Participants are responsible for determining exactly which community-based services they want and by whom these services will be provided.  Participant recovery is measured in a number ways including productive days in the community (productive as defined by each individual) and structured self-reports about achievement of personal recovery goals and objectives.  Standard objective measures are used to evaluate individual outcomes.  The major difference in measurements between FloridaSDC and the traditional system is the focus on participant self-reports about personal recovery achievement and satisfaction with the total FloridaSDC delivery system.

Why does FloridaSDC work?

The FloridaSDC model utilizes self-determination at each point in the service delivery process. People participating in mental health services have guided the development of this program through the development of forms for reporting and planning, creation of operational policies and procedures, and expansion of the provider network.  As a result, there is confidence that the model reflects the values and priorities of participants and enhances the ability of each to live and interact as independently as possible, enjoy an improved quality of life, and demonstrate successful outcomes. 

The ultimate goal of the FloridaSDC program is to give participants the opportunity to design and travel a personalized road to recovery from the adverse effects of mental illness to that they can return to a productive lifestyle.  A productive lifestyle is legislatively defined, for purposes of this program, as achieving a state of mental wellness so that a person can return to work and begin to generate earned income through employment.

The approach to providing services is participant-driven and seeks to maximize each participant's ability to control the most important decisions about how he or she will manage his/her own personal recovery. “Participant” is used throughout the rest of this document to emphasize that individuals who enroll in the program are contributing participants to the program. The FloridaSDC program encourages individuals to learn to live life as fully, independently, and productively as possible and to take responsibility for their choices and the consequences of these choices. FloridaSDC seeks to decrease, and, in some cases, eliminate patterns of participant dependency on formal systems of care and to promote participant self-control and self-efficacy and use of natural and community supports. The goal of FloridaSDC is to promote each participant’s ability to set and achieve personal mental wellness and productivity goals, thereby enhancing each participant’s quality of life. Participants will have the opportunity to increase their strengths within many components of life.

The program abides by the philosophy that natural supports should be identified and utilized by the individual as a first choice. Natural supports create an opportunity for individuals to feel greater autonomy and to integrate into the community. Community supports are identified and utilized in a way that truly involves individuals in the community at large and helps them to feel like they belong to the environment in which they live. Helping individuals have meaningful lives is a large part of recovery in mental health. The FloridaSDC program staff work with individuals in a cooperative relationship and act as coaches rather than experts. The FloridaSDC program is dedicated to listening to individuals’ specified needs and preferences rather than imposing values upon participants.

The FloridaSDC program is a model in which public funding follows the participant rather than the provider. Also, it is a program in which the individual (instead of the provider) makes decisions and choices to the greatest extent possible with respect to service provision. Accordingly, the following components are included in the program to maximize the principle of participant self-determination. 

Recovery: In its simplest form recovery can be defined as improving, mending, healing and renewal. Recovery is about developing individual’s strengths and assets and giving individual’s the room, support and confidence to do so in the process. Recovery is about overcoming the adverse effects of mental illness that may have hampered the ability to fulfill personal life goals.    
Choice: Choice is the ability and opportunity to select between alternatives, to have a say in the choice made, and to have options. Choice does not mean that a person can have anything he or she wants, but gives a person at least two options to choose from which gives the person a sense of control so that he or she may become more invested in attaining personally defined goals.

Responsibility: Responsibility is taking accountability for one’s choices and behaviors. In order to have responsibility people must be treated as if they can be responsible. Responsibility involves accepting that one makes good and sometimes not so good choices. Taking responsibility for mistakes does not make a person a failure but a true learner. Likewise, taking responsibility for triumphs and other accomplishments serves as positive support especially when shared with others. Learning from anything often requires non-judgmental and honest feedback from others combined with thinking of options for the next time.

Accountability: Accountability is much like responsibility in that a person understands that he or she is accountable for the selections made and not made. Accountable adults accept they are human and do not make excuses when they know they have done something wrong. Accountable adults understand the difference between having limits due to having chronic mental illness symptoms and blaming things they can control and improve upon due to their mental illness. Recovery is about looking at the holistic picture and especially on focusing on strengths that individuals have as opposed to limits they cannot control.

Control: Control for our purposes is about helping individuals identify the things they can control, i.e., personal goals, hopes and dreams, and things they have no control over, i.e., how other people act or think. Control in recovery is about developing and accomplishing goals, while knowing human beings cannot control everything.  

Self-Determination: Self-determination stems from the ability to believe in personal control, accountability, selections and responsibility. Self-determination and free will come from the feelings and practices that success is possible, regardless of the odds. The more chances  human beings are given to succeed through a focus on personal strengths and positive feedback about personal accomplishments, no matter how small to someone else, the more likely that self-determination will develop as a foundation. 

Self-Directed: Self-directed is a concept in the recovery process which treats individuals as capable of determining and pursuing their purposes and goals. Self-direction is encouraged and supported by people who work with individuals. Individuals are engaged in discussions regarding their capabilities and strengths therefore helping the individual see hope and possibilities. Individuals can gain a sense of independence by determining their life’s direction. 

FloridaSDC Program Operation
Goal(s): 

To ensure consistent hours of operation and procedures that support the intent of the FloridaSDC program

Definition: 

FloridaSDC staff members are available Monday through Friday, from 8 a.m. to 5 p.m., or as stated on the Life Coach’s biography, except on holidays. Holidays for the FloridaSDC program include the following:
· New Year’s Day 

· Memorial Day

· Independence Day

· Labor Day

· Veteran’s Day

· Thanksgiving Day

· Friday after Thanksgiving

· Christmas Eve day

· Christmas Day 
If, for some reason, an individual FloridaSDC staff member will be unavailable during normal hours of operation, participants are informed of alternate contacts in case of emergency. FloridaSDC is not a crisis program. For after-hours emergencies, participants are encouraged to contact a local hotline or hospital. All participants are given resource numbers for after-hours emergencies as a part of enrollment information.
Life Coach Responsibilities:

Life coaches will provide the phone number to an alternative coach or other program contact in the event of absences due to illness, training or personal days. 

Participant Choice

Goal:  

To emphasize and maximize participant selection at each point in the service delivery process

Definition:

The FloridaSDC model emphasizes and maximizes participant choice at every stage of the service delivery process.  Participants select the Life Coach with whom they work, the services and/or goods that will help them meet their recovery goals, and the providers that offer the services they wish to purchase.  Participants also negotiate with their Life Coach about when and where meetings will be held.
Service Selection Guidelines:


1. All purchases must be directly related to the Life Action Plan (Form #3006) in which participants identify the services and/or goods they would like to purchase to achieve their recovery goals.  

2. Purchases must adhere to the Purchasing Policy & Guidelines (Form #3023)

3. Physical health services may be pre-authorized on an individual basis related to dental, vision, or hearing.  Adjunct therapies (e.g., speech, occupational, biofeedback) may be authorized with the written recommendation of a licensed mental health practitioner.

4. Participants are encouraged to identify and recruit new providers to meet their service needs and preferences.

Participant Responsibilities:

Participants are required to take responsibility for making choices regarding the services they wish to purchase and the providers from whom they wish to obtain services.  Participants are also responsible for contacting their Life Coach to arrange meetings and to submit necessary paperwork on a quarterly basis.

Providers:

Providers are expected to respect participants’ self-determination and promote participants’ involvement in decision-making regarding service plans and goals.

Life Coaches:
Life coaches are responsible for promoting participant self-determination and for maximizing participant choice at every stage of the service delivery process.  To be of assistance to participants, life coaches should have specific knowledge of social security benefits and TANF, have knowledge of community resources, and be committed to the philosophy of recovery and self-determination.  Upon request, life coaches will provide a copy of their resume to participants interested in working with them.
Participant Eligibility Requirements

Goal: 

1.  To clearly define participant eligibility requirements

2.  To adhere to a consistent and fair participant enrollment process

Definition: 

The program has 106 openings, based on the availability of funding. Participants must develop a Life Action Plan based on their recovery goals for how their budget will be spent. All participants will know their budget amount prior to submitting a plan and are responsible for managing their resources, including their FloridaSDC funds. All participants will receive services at home or in the community. 

Additional eligibility criteria for the program is as follows:


1. An individual who is age 18 or older and who has a diagnosis or diagnostic impression of an Axis I or Axis II mental disorder; AND 

2.  Receives supplemental security income (SSI), social security disability income (SSDI), disabled veterans benefits or any other type of disability income due to psychiatric disability; OR

3. Receives social security income for reasons other than psychiatric disability and meets the definition of SPMI as described in DCF Pamphlet 155-22; OR

4. Does not receive disability income due to psychiatric disability, but has an application in process or has received such income within the last 5 years; AND

5. Is legally competent to direct his or her own affairs; AND

6. Lives in the department’s district in which the program they participate is located; AND

7. Applies for Medicaid and other income support programs for which he or she may qualify AND

8. Relies on public funds to cover costs for mental health services.  

Participation is voluntary and participants may withdraw at any time.  Upon withdrawal from the program, the individual shall have access to mental health services for which he or she is eligible, based on level of need. Participants must be permanent residents of one of the five District 8 counties, (Collier, Charlotte, Glades, Hendry or Lee). 

Participant Responsibilities: 

Participants are responsible for attending an informational meeting and for providing documentation supporting eligibility as well as proof that any current resource coordination (sometimes referred to as case management) services have been terminated within ten (10) working days of having their Life Action Plan (Form #3006) approved and services pre-authorized. 

Life Coach Responsibilities: 

Life Coaches are responsible for providing information about the FloridaSDC program, providing forms for interested individuals to sign, and assisting with the enrollment completion.

SDC Fund Assignment Policy
Goal:


1. To provide as many individuals as possible with the opportunity to learn about recovery and self-determination

2. To ensure equality of funding

Definition:

The FloridaSDC Program is financially able to enroll 2 types of individuals:


1. Individuals who have no financial resources and are indigent per current Federal Poverty Guidelines. 

2. Individuals who are eligible for public benefits, such as Medicaid, Medicare, VA, and clinic cards.

Individuals who have no financial resources and are indigent per Federal Poverty Guidelines.

FloridaSDC has allocated approximately 38 openings for these individuals. Based upon proof of eligibility for this category, individuals will be assigned a dollar amount to purchase behavioral healthcare services related to their recovery from psychiatric disabilities, including medication. Individuals who qualify for this level of FloridaSDC financial assistance are required to allocate at least 48% of their allocated amount for the purchase of traditional clinical recovery services and/or psychiatric medication.

Individuals who are eligible for public benefits.

Enrollees who are Medicaid, Medicare or VA benefits eligible have approximately 68 openings allocated.  Individuals who are eligible for publicly funded benefits are encouraged to use those approved providers as their first choice for services.  If an individual chooses to utilize a provider that does not accept Medicaid, Medicare or VA benefits, no additional funds beyond their currently allotted budget will be available.

Changes in financial or insurance status: 

Individuals who have no financial resources and are indigent per Federal Poverty Guidelines.

If an individual in this category becomes eligible for publicly funded benefits (Medicaid, Medicare, VA, local clinic cards), funding will be reallocated based upon this eligibility and the individual will be eligible to fill an opening for people with publicly funded benefits. 

If it is determined that an individual misrepresented their financial resources and/or are eligible for publicly funded benefits, they may be immediately transferred out of the FloridaSDC program and their opening reassigned. The Advisory Council will review these situations prior to a final decision being issued.

Individuals who are eligible for public /government benefit.

If an individual becomes ineligible for publicly funded benefits, that person will be offered an indigent opening depending upon the availability of funds. If there are no openings available, FloridaSDC program staff will review FloridaSDC financial resources to determine if the program has the funds for additional openings to accommodate the individual. If FloridaSDC lacks the financial resources to open an additional indigent opening, the individual will be referred to the community mental health center in their area for services. FloridaSDC will try to accommodate Medicaid participants who lose their benefits to the best of our ability. If an individual files a false report with the program with regard to loss of Medicaid eligibility in an effort to secure additional FloridaSDC funds, that individual will be discharged from the program immediately without review by the Advisory Council.

Income changes will be reflected in the next Life Action Plan immediately following the change.  Changes in income will be calculated by projecting new amounts to the end of the calendar year and averaging with the income from the earlier part of the calendar year.
Participant Responsibilities:

Participants are responsible for notifying FloridaSDC of any change in financial or insurance status and providing supporting documentation of any such changes.  

Life Coach Responsibilities: 

Life Coaches will ensure that all changes have been documented and that the Program Director is notified of budget changes.

Participant Recruitment
Goal: 

To adhere to a consistent and fair recruitment process
Definition: 

The following information defines the topics of the recruitment and enrollment process.


1. Recruitment Process for Participants: All participants are self referred.

2. CSU and Enrollment: If a potential / interested participant is admitted to a crisis stabilization unit (CSU) during the enrollment process, program staff will interview the individual if possible regarding his/her interest in continuing enrollment. If the individual is interested in completing enrollment upon discharge from the CSU, resource coordination (sometimes referred to as case management) services might be purchased until the individual is stabilized in the community and back on the road to recovery. Resource Coordination, in this situation, is limited to a maximum of 6 weeks dependent on the participant’s history, needs, resources, etc. 

3. Sign-up:  Interested individuals may sign an interest form and return it to one of the following Life Coaches, or they may contact a Life Coach by cell phone for more information.  

	Gordon Magill
	Chamelon McFarlane                  
	Susan-Sholle Martin

	(239) 682-7682 
	(239) 285-2101 
	(239) 682-7684 


Chad Kitchen

(239) 682-7683 

The office phone number is (239) 936-4318 for leaving messages.

If you live outside Collier County and the call is long distance you may call toll free at

(877) 936-4318.

Participant Responsibilities:

Individuals are responsible for contacting a Life Coach to obtain information about FloridaSDC and the enrollment process.

Life Coach Responsibilities:

Life Coaches are required to respond promptly to individual’s inquiries about the FloridaSDC program and the enrollment process.
Participant Enrollment

Goal: 

To provide a consistent system for enrollment into the FloridaSDC program

Definitions: 

Individuals who have expressed an interest in participating in the program will be contacted to enroll and participate based upon the number of openings available in their county of residence. The Program Director or one of the Life Coaches will contact the individual by phone and describe the program, its core values and eligibility guidelines.  

Commitment to enroll means that the participant agrees to complete enrollment within a specified period of time: 6 weeks from the pre-enrollment meeting.


The Interest List is a list that will be maintained by the program when all openings are full. If an enrolled participant elects to leave the program, the first person on the list who resides in a county that has openings will be contacted for enrollment into the program. Each county in the service area has a designated participant capacity based on population and a total of 106 participants: Lee 55; Collier 28; Charlotte 18; Hendry/Glades 5.  If that person declines, the next person will be contacted, and this process will continue until the position is filled.

Individuals on the Interest List will be contacted by phone as openings become available.  If no response to (2) phone messages is received within 5 business days of the last message, a letter will be sent informing the person to call if they wish their name to be returned to the Interest List.  Individuals without phones will be sent a letter asking for a response within 10 business days from the date of the letter.

Pre-enrollment means that a person has completed the Personal Information Sheet (Form #1004), the Request & Consent to Participate (Form #3004), Financial Information Worksheet (Form 3030) and has reviewed and signed the FloridaSDC Purchasing Policy and Guidelines (Form #3023) and the HIPAA Notice of Privacy (Form 3015).

Enrollment means that a person has completed the Life Analysis (Form #1002), and the Life Action Plan (Form #3006) which has been authorized by the Program Director and all necessary verification documentation and appropriate release forms have been submitted.

Enrollment Procedures: When an individual first pursues enrollment into the program s/he is notified of the following:


1. A Life Coach will arrange an orientation meeting at the participant’s convenience at which time the participant will be engaged in a discussion about recovery from mental illness and their personal vision of recovery.  In addition, each participant will receive and review a Welcome Packet. This packet consists of:

· Enrollment Information Letter- Form #4004

· Request & Consent to Participate – Form #3004

· Personal Information Sheet - Form #1004

· FloridaSDC Purchasing Policy and Guidelines– Form #3023

· HIPAA Notice of Privacy Practices—Form #3015

· Financial Information Worksheet – Form #3030

· Biographies of available Life Coaches

· Sample letter fro requesting a statement of diagnosis

· Sample letter requesting confirmation of discharge from FACT/resource coordination

2. All face-to-face meetings will occur at a time, place and location of the individual’s choice and in negotiation with the Life Coach.  Appointments will only be rescheduled once in the case of no-shows. 

3. A phone number to contact a Life Coach with questions and concerns is provided in the initial paperwork.

4. Participants are notified in policies and by the Life Coach that they will not be fully enrolled or able to purchase services until their Life Action Plan (Form #3006) is approved.


Enrollment Documentation: Once a participant has had a face-to-face session (orientation) and completed at least 80% of the Welcome Packet, a second meeting (pre-enrollment) is scheduled to further discussion about the participant’s personal vision of recovery, how it might be developed and realized, and the role supports available through SDC might play in this process.  The following minimum documentation must be completed and provided to the program by the participant prior to full enrollment:


1. Copies of Social Security card (or means to verify the participant’s social security number), picture ID, proof of residence, any insurance cards, and proof of income .

2. Completed Welcome Packet (referenced above). 

3. Release(s) of information for enrolled providers other parties as requested by the enrollee. 

4. The participant will also receive a complete enrollment book which will include the following: 
· FloridaSDC Policies &Procedures Manual (Form # 3010)

· Treatment Options for Various Mental Illnesses (Form # 4003)

· Medication Assistance Information (Form # 4002)

5. Additional forms provided include:

· Life Analysis- Form #1002 (due within 6 weeks of pre-enrollment with the program)

· Life Action Plan – Form #3006 (due within 6 weeks of pre-enrollment with the program)

· Mental Health Advance Directive

· Code of Ethics – Form 3001

Participant Responsibilities: 

Participants are responsible for:

      1.   Notifying SDC of any changes in phone/address prior to and during enrollment. 

2.   Attending scheduled meetings with program staff.

3.   Completing at least 80% of the Welcome Packet within 2 weeks of the orientation meeting in order to proceed with pre-enrollment.  100% of the Welcome Packet materials must be completed and submitted prior to full enrollment in the program.

4.   Completing a Life Analysis (Form #1002) and Life Action Plan (Form #3006) 

Participants are asked to give 24 hours notice if they need to cancel or reschedule a meeting. To prepare for appointments, we ask that participants have any documentation prepared and completed prior to the appointment. Emergencies are always taken into consideration. 

Life Coach Responsibilities: 

Life Coaches are available to support participants with completing enrollment and other related documentation as needed.  Life Coaches are also responsible for providing information about the program as requested.  
Shared Information with the Department of Children and Families
Goal:

To inform individuals of the limits of confidentiality with respect to the sharing of information with the Department of Children and Families (DCF) for evaluation and contract monitoring purposes

Definition:

Individuals are informed through the Request & Consent to Participate (See Form # 3004) that certain information is shared with the Department of Children and Families. The program is HIPAA-compliant. 

The following information is provided to the Department of Children and Families upon their request:


1. Name,

2. Address,

3. Phone number,

4. Social Security number, and

5. Enrollment status (including dates of enrollment stages completed).

Life Coach Responsibilities: 

Life coaches are charged with informing participants of this policy and maintaining confidentiality with regard to this policy.

Department of Children and Families Responsibility:

DCF is responsible for ensuring that all information shared remains confidential per Florida Statutes and HIPAA.
HIPAA (Federal Health & Information Privacy Accountability Act)

Goal:  

To safeguard your protected health information (PHI) as required by law

Definition:

By law the program is required to insure that your PHI is kept private. The PHI constitutes information created or noted by FloridaSDC that can be used to identify you. It contains data about your past, present, or future health or condition, the provision of health care services to you, or the payment for such health care. The program is required to provide you with this Notice about our privacy procedures. This Notice must explain when, why, and how FloridaSDC would use and/or disclose your PHI. Use of PHI means when the program would share, apply, utilize, examine, or analyze information; PHI is disclosed when FloridaSDC releases, transfers, gives, or otherwise reveals it to a third party outside of the program. With some exceptions, the program may not use or disclose more of your PHI than is necessary to accomplish the purpose for which the use or disclosure is made; however, FloridaSDC is always legally required to follow the privacy practices described in this Notice. 

Please note that the Florida Self-Directed Care Program reserves the right to change the terms of this Notice and our privacy policies at any time. Any changes will apply to PHI already on file with FloridaSDC.  In the event of changes to these policies you will be asked to sign the new notification and will receive a copy at that time.

HOW FloridaSDC WILL USE AND DISCLOSE YOUR PHI. 

The manner in which FloridaSDC uses or discloses your PHI is detailed in the HIPAA Notice of Privacy (Form 3015) contained in the enrollment manual.

FARS and Mental Health Outcome Measures
Goal:

To provide an evaluation procedure for monitoring individual outcomes and status throughout the program and to provide information for the participants regarding goal development and attainment. 

Definition:

The Functional Assessment Rating Scale (FARS) is a scale designed to standardize and document impressions from clinical evaluations or mental status exams that assess cognitive, social and role functioning.  The scale will be completed by a Life Coach, who records the individual’s self report. 

Mental Health Outcomes are outcomes collected by DCF through the provider at the point of admission to the program, upon completion of each new Life Action Plan and at discharge from the program.  Specifically:

1. The FARS are completed by the individual every 3 months or quarterly starting with the pre-authorization of the Life Action Plan (Form #3006) and ending with discharge from the program.

2. Implemented satisfaction measures must be completed annually by the individual.

3. The FARS and MHOM’s must be completed approximately every three (3) months or in conjunction with Life Action Plan completions in order to continue in the program.

Participant Responsibilities:

Participants are responsible for being present for scheduled meetings with the Life Coach. Participants are responsible for sending in satisfaction measures to the Program Director.

Life Coach Responsibilities:

The Life Coach is responsible for ensuring that a FARS and MHOM is completed with each quarterly Life Action Plan. 

FloridaSDC Code of Ethics
Goal:

1.  To define expectations regarding the behavior of all individuals involved with the program

2.  To provide clear guidelines for making ethical decisions 

Definition:

The FloridaSDC Code of Ethics (Form #3001) provides guidelines for the behavior and decision making of providers and other individuals involved with the program. The Code of Ethics is to be utilized with supervision and in conjunction with policies and procedures of the FloridaSDC Program. 

Participant Responsibilities:

Participants are provided with the Code of Ethics when they receive their enrollment book. Participants are encouraged to report ethical violations to the Program Director or Life Coaches when they are observed. If the Program Director or Life Coaches are in violation of the Code of Ethics, participants can follow the procedures for filing a grievance with the Advisory Council.

Provider Responsibilities:

Each individual provider (all providers within an agency) is expected to review the Code of Ethics provided in the provider enrollment packet and to provide services in accordance with these guidelines.  

Life Coach Responsibilities:

Life Coaches abide by the Code of Ethics and participate in continuing education on ethics in order to provide supervision and expertise to providers and participants when ethical dilemmas arise. Life Coaches will seek supervision from the Program Director when unsure of a course of action. Life Coaches will be held accountable to the Code of Ethics as well as their licensing board’s code of ethics.  
Choosing a Life Coach
Goal: 

1. To maximize participant choice in the service delivery process

2. To provide each participant with access to a mental health professional, who is knowledgeable about the FloridaSDC Program Policies and Procedures and about available services and community resources 

Definition: 

Life Coaches provide referral information, promote self advocacy and help individuals set their personal recovery goals and prioritize and plan for the use of their budgets.  

Participant Responsibilities: 

Participants may choose to receive services among the Life Coaches available as long as the Coach of his or her choice has not reached maximum caseload size.  Full-time Life Coaches may assist no more than 30 participants at any given time.  Participants are given the opportunity to interview selected Life Coaches during enrollment and throughout the program. An internal waiting list will be maintained for selected coaches with no current available openings.

Life Coach Responsibilities:

The role and responsibilities of Life Coaches are documented in the Life Coach Job Description (Form #3002).
Service Delivery Process
Goal: 

To provide a consistent and complete process to ensure all participants have access to the tools needed to develop and achieve recovery goals and to attain maximum independence through participation in productive activities.
Definition: 

The service delivery process is a consistent method for assisting participants in meeting their recovery goals. The service delivery process includes orientation for participants regarding recovery and provides valuable tools which participants may make use of to assist them in defining and meeting their personal recovery goals.  

1. Orientation of service recipient to include education about the continuum of personal recovery from a diagnosed mental illness as well as personal selection, responsibility, and accountability on the road to recovery. Enrollment into the FloridaSDC project requires proof that the participant has terminated all resource coordination (sometimes called case management) services, within 10 working days of enrollment/pre-authorization of Life Action Plan (Form #3006).
2. Selection of a Life Coach.
3. Action planning by the FloridaSDC participant to include the services, service frequency & duration, personal goals, and benchmarks for measuring progress and other factors. Life Action Plans (Form #3006) are revised quarterly (every 3 months) to reflect the goals of the person.  Life Actions Plans must be reviewed within 3 business days of receipt.   

4. Execution of a Mental Health Advance Directive to be followed in the event of a relapse (strongly recommended, not required).

5. FloridaSDC participant selects Florida Provider Network member(s) or other service providers from which services will be purchased.  

6. FloridaSDC participant submits cost of implementing Life Action Plan (Form #3006) to the managing entity for review.

7. Managing entity notifies FloridaSDC participant of authorization for services.   The original Life Action Plan (Form #3006) will be maintained on file by the managing entity.  The FloridaSDC participant will receive copies.

8. FloridaSDC managing entity provides authorization(s) for treatment/services to each enrolled service provider listed on the plan.

9. Service provider implements services.  

10. FloridaSDC participant develops Services Purchased Plan or Treatment Plan with service provider.
11. Enrolled service provider submits bill to managing entity for direct payment to service provider.  If the purchase and/or services were NOT PRE-pre-authorized by the managing entity, the managing entity will notify the provider and FloridaSDC participant and payment will not be issued by the managing entity. It is the responsibility of the individual and provider to resolve any disputes about services provided/purchased that were not pre-authorized by the managing entity. ALL PURCHASES AND SERVICES PROVIDED MUST BE PRE-AUTHORIZED BY THE MANAGING ENTITY PRIOR TO BEING RENDERED.  PURCHASES AND SERVICES RENDERED THAT HAVE NOT BEEN PRE-PRE-AUTHORIZED BY THE MANAGING ENTITY ARE THE FINANCIAL RESPONSIBILITY OF THE INDIVIDUAL AND/OR PROVIDER.
12. Managing entity reconciles service provider bill and documentation with pre-authorized Life Action Plan, and payment is made for all purchases and services authorized on the pre-authorized Life Action Plan.

13. For non-enrolled providers of services and goods, participants make the initial purchase and are reimbursed the pre-approved amount no later than 5 business days after requesting reimbursement from the Life Coach.  When costs are prohibitive, arrangements can be made with the Life Coach to facilitate payment at the time of the purchase.  Also, participants may request that payment be made directly to the vendor as long as a proper bill/invoice, signed purchase verification form and a stamped envelope are provided. 

Participant Responsibilities: 

Participants are responsible for the following:

1. Completing a Life Analysis (Form # 1002) and Life Action Plan (Form #3006).

2. Completion of all minimum documentation standards (all participants must complete a Life Analysis (Form #1002), complete a Life Action Plan (Form #3006), provide proof of eligibility, provide name, address, social security number, and provide proof of termination of resource coordination (sometimes referred to as case management) or FACT services if they were receiving them prior to enrollment).

3. Selection of a Life Coach.

4. Submitting quarterly information and completing FARS and outcome measures with Life Coach.

Life Coach Responsibilities: 

Refer to Life Coach Job Description (Form #3002).
Selecting a Provider
Goal:

1. To maximize participant choice in selecting from a variety of providers and identifying those providers that best meet their needs and preferences

2. To maintain a Provider Network composed of an array of providers who offer quality services in accordance with the FloridaSDC Code of Ethics and state and federal statutes

Definition: 

Participants in the FloridaSDC Program choose providers who offer services and products that have been pre-authorized by the managing entity and are included in the participant’s Life Action Plan (Form #3006). However, this list is not fixed; new services and providers may be added to meet participants’ needs and preferences. In addition, participants, in keeping with our self-directed goals in the recovery process, are able to refer providers to the managing entity, which will verify eligibility.  

Participant Responsibilities:

In selecting providers/ services, participants are encouraged to contact a provider and request that she/he enroll in the network. Participants should also help to maintain the integrity of the provider network by reporting any problems with providers to program staff.

Life Coach Responsibilities:

Life Coaches may help individuals identify natural supports in the community prior to paying for services from a provider.  Life Coaches will at no time refer a participant to a specific provider, but rather provide possibilities.  Life Coaches will also support the participant as he or she learns what different options are available.
Managing Entity Responsibilities:
The managing entity is responsible for maintaining a Provider Network that meets the needs and preferences of program participants.  The managing entity is responsible for submitting payment to the provider and stopping payment should the individual feel that services that have not been rendered have been billed against his/her SDC budget. The managing entity will keep track of payments sent to providers.

Participant Records

Goal:  

1. To provide a consistent and accurate system for documenting the involvement of providers and participants in the FloridaSDC program

2. To ensure that individuals have access to their records upon request

Definition:

All FloridaSDC participant information shall be kept in a manner, which is consistent and accurate, to allow for easy access to information needed by individuals authorized to view such information. The information kept in participant records is the minimum information needed to authorize services requested and to ensure that the integrity of the program is maintained. Record order will consist of the following:

First side: (Front Section) Orientation (transfer to new file) and Certification paperwork:

1. Eligibility Checklist

2. Personal Information Sheet (Form #1004) 

3. Request & Consent to Participate (Form #3004)

4. Financial Information Worksheet (Form #3030)

5. Copies of required documentation

6. All records received from other providers.

7. Purchasing & Policy Guidelines (Form #3023)

8. HIPAA Notice of Privacy (Form #3015) 

Second side: (Front Section) Participant contacts:

1. Contact Notes (Form #2001)

Third Side: (Middle Section) Correspondence:

1. Correspondence

Fourth side: (Middle Section) Information of special interest (transfer to new file):

1. Releases of Information (Form #3008)
2. Doctor’s statements for non-traditional recovery supports
3. FARS & Outcome Measure Forms

4. Advanced Directives, Crisis Plans, Etc.

5. College degrees, certifications, licenses, awards, etc.  

Fifth side: (Rear Section) Financial information:

1. Participant Account Sheets (keep most recent account sheet on top)

2. Service Vouchers (Form #3018)

3. Purchase Verifications (Form #3005)

4. Financial information e.g., receipts, bills, & invoices

Sixth side: (Rear Section) Life Analysis, Life Action Plan & Reports

1. Summary Sheet

2. Recovery Budget
3. Correspondence related to Recovery Goals and Budget
4. Amendments filed above corresponding Budget.
Participant Responsibilities:

Participants are required to complete all necessary paperwork on a timely basis. 

Life Coach Responsibilities:

Life Coaches are responsible for maintaining documents/records in the order described above.

Managing Entity Responsibilities:

The managing entity is responsible for maintaining records according to state and federal confidentiality requirements and for providing participants copies of their records upon request.

Provider Information

Goal:  

To provide a consistent system of ensuring that quality services are being offered to participants in the FloridaSDC program and that all providers are practicing within their scope of expertise and only providing services for which they are licensed or certified. 

Definition: 

Provider records will contain all enrollment information including the following:

· Provider Agreement (Form #2008)

· Memorandum of Agreement (Form #2019)

· Provider Certification (Form # 2018)

· Provider Fee Schedule (Form # 2009)

· Proof of malpractice / liability insurance

· EIN numbers or SSN numbers for individual providers (for billing purposes)

· Copies of licenses and certifications applicable to services provided

· Description of Services that provider/ agency intends to provide

In addition, specific providers must include the Individual Category #1 Form, #2012 

Provider Responsibilities:
Providers are responsible for providing all requested information and for updating information on file as necessary.  Providers are not currently required to provide data to the state regarding FloridaSDC participants. 

Managing Entity Responsibility:

Managing Entity is responsible for maintaining records in accordance with state and federal regulations. 

Participant Authorization for Release of Information

Goal:


1. To protect the confidentiality and privacy rights of participants

2. To provide a consistent system for obtaining information about participants with their consent for the purpose of assisting participant with action planning

Definition:

Consent to release information must specify the purpose for which the information is requested along with a specified time frame the consent is valid. Consent for release of information is for the sole purpose of assisting the participant with recovery goals and action planning.

Participant and Life Coach Responsibilities:

The following information needs to be provided in order to consent for information to be received or transmitted:

· Individual’s name

· Date that the consent is given

· Social Security Number of Participant

· Time frame information is requested (no longer than a year)

· Information requested to be released

· Requester of information

· Authorized recipient or provider of the information

· Confidential stamped on all copies to be released to other individuals or entities.

 Life Analysis Procedures for Participants
Goal:  

To provide a mechanism by which a participant can thoroughly examine his or her life history to identify personal and community resources, establish short and long-term recovery goals and identify the steps necessary for the attainment of those goals.

Definition: 

The purpose of the Life Analysis (Form 1002) is to help each participant develop a Life Action Plan (Form #3006) which shall be completed within 6 weeks of the pre-enrollment meeting. Life Coaches will present various tools and approaches to assist participants in identifying and clarifying goals.  The analysis includes the following four life components: 


1. Strengths, values, and priorities the individual has in various components as well as areas of need.

2. Participant’s current mental and physical health and past health concerns.

3. Participant’s use of alcohol and drugs

4. The educational and employment history of participant.

Participant Responsibilities:

Participants are responsible for completion of the Life Analysis (Form #1002). Participants may ask anyone to help, including friends and family.  Participants are responsible for contacting their Life Coach for assistance, if desired.

Life Coach Responsibilities: 

A note should be placed in the participant record indicating when the Life Analysis is completed and whether the individual required assistance from a Life Coach.  Life Coaches should assist participants with completing the Life Analysis, if asked. 

Managing Entity responsibilities:

The managing entity will maintain service records for each participant in the program. The only medical record that is required for each participant is the verification of diagnosis and recent treatment history.

Life Action Plan for Participants

Goal: 

To provide participants with a mechanism by which to develop a Life Action Plan, which will identify the resources and services that they need in order to achieve or regain a productive lifestyle

Definition: 

The Life Action Plan (Form #3006) is each person’s plan of action for how he or she will prioritize and reach goals for mental wellness and productivity. The Life Action Plan is developed by the participant and completed in the person’s own hand-writing whenever possible. Accommodations are made for individuals who need special assistance under the Americans with Disabilities Act (ADA). 
Each Life Action Plan shall be based on the Life Analysis findings and include the following information:

1. The priority component in which the service or need identified falls within.

2. Participants’ specific needs that were identified on the Life Analysis that clearly specify chosen behavioral health services and activities necessary to meet their needs

3. The Provider of the resource and/or service

4. The funding source for the service (e.g., FloridaSDC, Medicaid, Medicare, free services)

5. The cost and desired frequency of the service within the quarter, fitting within the individual’s quarterly budget allotted through the program.

6. Specific goals that the individual would like to achieve before requesting discharge from the program.

7. Life Action Plans are reviewed by the managing entity within three business days of receipt. Admission to the program is not official until the plan has been authorized by the Program Director. 

8. Life Action Plans must be updated every three months. In the event that circumstances arise that are beyond a participant’s control, a Request for Amendment form can be submitted to make changes in a current plan.  The Program Director will review each request on a case by case basis and changes will be effective only from the date of the amendment approval until the end of the Life Action Plan.

Participant Responsibilities: 

Participants are responsible for completing and forwarding their Life Action Plans to the FloridaSDC program for authorization. Participants are responsible for any changes they wish to make to their plan and for notifying the managing entity or their Life Coach of desired changes. Upon finalization of Life Action Plan, participants will receive a copy of the plan and a Participant Account sheet.  Participants change their Life Action Plan on a quarterly basis except in the event of a CSU admission or some defined circumstance that has been pre-authorized by the Program Director. 
Life Coach Responsibilities: 

Life Coaches support participants in completing their Life Action Plans if necessary and conduct an initial review, with the person, to ensure that all purchasing guidelines and policies have been followed.  The Life Action Plan must be reviewed for approval within 3 business days of receipt.

Withdrawal from the FloridaSDC Program

Goal: 

1.  To provide a consistent system to assure a smooth transition for individuals who do not meet eligibility or have decided to exit the program

2.  To make sure all documentation meets state requirements

Definition: 

Participation in the program is voluntary.  Participants are able to access previous services upon termination from the SDC program.  Participants are re-admitted to the community mental health system based upon the eligibility requirements of that system of care if applicable. The individual remains linked with the program until he/she completes the initial appointment with the case manager or other professional. 

Participant Responsibilities: 

Participants may notify a Life Coach of their desire to leave the program by at least one of the following means:

1. Phone

2. Writing

3. In person

4. Through the Advisory Council 

5. Through the managing entity

6. Through a designated significant other with proper consents

7. Participants who do not complete their work within defined grace periods will be considered to have withdrawn from the program.

Life Coach Responsibilities: 

The Life Coaches will describe participant rights, the voluntary nature of the program and the withdrawal process during the orientation meeting. 

Withdrawal Documentation
Goal: 

To provide a consistent process for withdrawal documentation for all participants

Definition:
Participants can withdraw from the program at anytime with or without reason.

Participant Responsibilities:


1. Participants will have the option to receive assistance with regard to service referrals. 

2. Participants are responsible for asking for assistance from their Life Coach.

Life Coach Responsibilities: 

If a participant chooses to withdraw and notifies his/her Life Coach, the Life Coach is responsible for documenting the following information in the participant’s Withdrawal Summary (Form #3012) and filing the Withdrawal Summary in the participant’s chart within one week of withdrawal.

1. Date of withdrawal

2. Reason for withdrawal 

3. Date of initial appointments with case manager and psychiatrist, if applicable.

4. Signature of Life Coach and date

5. Signature of participant if available that withdrawal summary was completed indicating that the withdrawal is voluntary, if applicable

6. Current contact information for participant at time of withdrawal if available

However, if a Life Coach is unable to contact a participant and the quarterly Life Action Plan and Quarterly Progress Report is more than 2 weeks overdue (14 days) the following should occur:

1. The Life Coach will document that he or she has attempted to contact the individual by phone on at least two occasions and left messages.

2. If the individual does not have a telephone or voicemail, then the Life Coach should send a letter to the individual. 

3. If there is no response from the individual within 5 working days from the last phone message or 7 calendar days from the date of the letter, the Life Coach will send a certified, return receipt letter to the individual giving him/her 5 business days to contact the program upon receipt of the letter.

4. If no response is received from the letter, the individual may be administratively discharged. 

5. Life Coach will complete the outcome measures and FARS and complete the Discharge Summary (Form #3012)
If a participant maintains contact with the Life Coach yet fails to submit necessary paperwork prior to one month from the expiration of the last Life Action Plan, they will be considered to have withdrawn from the program.

Personal and Natural Disaster
Goal: 

1.  To inform participants of their right and responsibility to exercise selection, control, accountability in Safety Needs as defined by the participant. 

2.  To respect participants’ self-direction and self-determination in matters of safety unless they are observed as being of harm to self or others

Definition: 

Participants are responsible for their personal safety and safety needs. Participants who desire information on safety planning may contact the American Red Cross in their area. 

Participant Responsibilities: 

Participants are responsible for their personal safety needs with regard to personal selections, man made disasters and natural disasters. This does not include times of crisis when participants may need a psychiatric evaluation due to incompetent state of mind, i.e., meets Baker Act or Voluntary psychiatric evaluation criteria. Use of natural resources are encouraged for assisting individuals in acting on their own behalf during these times.

Known or Suspected Abuse, Neglect, or Exploitation

Goal: 


1. To follow state-mandated guidelines for reporting known or suspected abuse, neglect, or exploitation

2. To inform participants of the limits of confidentiality with respect to the reporting of known or suspected abuse, neglect, or exploitation

Definition: 

During orientation session and via the HIPAA Notice of Privacy Practices, participants are informed of mandatory reporting of abuse policies of FloridaSDC. 

Participant Responsibilities: 

Participants are responsible for acceptance of this policy by signing the informed consent document. Participants are not legally obligated to report known abuse but are encouraged to do so as it is a part of the recovery process to be a responsible participant of society. Participants can access the abuse hotline through the emergency system, 911 if another person is in immediate danger or harm. 

Life Coach/ Managing Entity Responsibilities: 

The following are the procedures, which are followed by employees of FloridaSDC and staff in responding to knowledge of abuse:

Florida Abuse Hotline & Reporting:  XE "Florida Abuse Hotline & Reporting" If, in the course of a contact it becomes evident that a child, a disabled adult, or an elderly person is being sexually or physically abused, FloridaSDC staff and employees of the managing entity (this includes all staff) MUST report it to the Department of Children and Families as follows:

1-800-96-ABUSE

Floridians Call a Halt to Abuse: Every four minutes of every day a complaint of abuse, neglect or exploitation of children, adults with disabilities or the elderly is reported to the Department of Children and Families. Now, DCF uses a new, state-of-the-art computerized system that centralizes and standardizes reports called in from across the state to one, toll-free hotline- 1-800-96-ABUSE- to handle these complaints.

The Florida Protective Services System is a coordinated statewide network for reporting and investigating abuse. Additional DCF investigators and social workers have been hired. There are new procedures in place. An automated tracking system guides investigators in completing critical steps throughout their investigations. Help will arrive when needed.

1-800-96-ABUSE is contacted whenever abuse, neglect or exploitation involving children, adults with disabilities, or the elderly is suspected. Mental health professionals and employees of financial institutions are among those mandated to report suspected abuse or neglect of vulnerable populations.

While the Department of Children & Families has made halting abuse, neglect and exploitation a top priority, it's everyone's job. Please help those who cannot protect themselves by calling a halt to abuse, neglect and exploitation.

1. The number to call is: 1-800-96-ABUSE (1-800-962-2273)

2.  If a report is made in good faith this duty supersedes the laws of confidentiality. 

3. Document the call in the record, noting the time of the call and the name of the DCF worker with whom you spoke as well as DCF worker’s ID number.

4. If you have evidence that the individual is in immediate danger but not yet in an emergency situation, request that s/he be taken into custody immediately and be held at DCF until picked up.

5. Phone 911 if you feel individual is in immediate and forthcoming danger.

Crisis Assessment, Advance Planning, and Intervention

Goal: 

To enable participants to exercise control and responsibility during times of crisis by preparing a psychiatric directive for these times

Definition:
Participants are encouraged to access natural resources, such as friends and family, in case of emergency or crisis. Individuals may also want to call their doctor or therapist (during available hours), crisis lines, or their Life Coach (during available hours). Individuals are encouraged to develop a plan to follow in the case of a crisis or emergency.

Participant Responsibilities: 

If in crisis during regular business hours (8 a.m. to 5 p.m. Monday through Friday, except Holidays), participants should first call their friend(s), family, or doctor, or other supports. For after-hours or weekend emergencies, individuals are encouraged to check with their doctors for hours of availability. If a doctor is unavailable, call the local crisis lines, which are available through most community agencies, hospitals, or crisis units.  In addition all participants are given Crisis and Referral Information (Form #4009) during the enrollment process. 

Participants are strongly encouraged to complete a Mental Health Advance Directive after completion of their Life Action Plan. Participants are encouraged to access friends and community supports. Participants are encouraged during orientation to set up an after hours crisis plan with their medical provider as a back-up plan. 

Life Coach Responsibilities: 

Life Coaches will encourage the use of natural resources in the event of participant emergency, which may include education of the crisis planning tools including the Mental Health Advance Directive.

The FloridaSDC Advisory Council
Goal: 

To maintain an advisory council composed primarily of participants in mental health services. 
Definition: 

The advisory council’s function is to serve in an advisory capacity to the program. The advisory council meets at regularly established times, and in public session to provide input and recommendations as described in the Council’s By-Laws.

Managing Entity’s Responsibilities:

It is the responsibility of the managing entity to collaborate with and seek the guidance of the Advisory Council in matters related to program policy and to participants’ concerns or grievances.

Complaints or Grievances
Goal: 

To ensure a fair system by which participants and others involved with the program (e.g., providers, program staff) can report their complaints or grievances and have those complaints or grievances resolved in a timely, satisfactory manner
Definition: 
These are complaints or grievances brought forth by participants and others involved with the FloridaSDC Program and the outcomes of those complaints or grievances.  The resolution process should adhere to the process explicated in The Grievance Resolution Process (Form #4005), using the Grievance Analysis Worksheet (Form #3021) to document the process.

Participant Responsibilities: 

Participants are expected to attempt to resolve grievances and complaints by utilizing suggested methods, which are provided to them in their orientation packet (Resolving Problems Form #4001 and Grievance Resolution Process Form #4005). Participants may ask for assistance in resolving issues with others from their Life Coach.  
Life Coach/Managing Entity Responsibilities:

The Life Coach is responsible for addressing all complaints in a professional manner. Life Coaches may be called upon to assist participants with grievances against staff, providers, the managing entity or other participants.  Coaches are responsible for attending all Advisory Council meetings regarding grievances and disputes in which they are involved. The managing entity is responsible for adhering to all decisions deemed final by the Advisory Council and the Operations Coordinator.

Advisory Council Responsibilities: 

The Advisory participants are responsible for responding to written complaints as described in the Grievance Resolution Process Form.
FloridaSDC Enrolled Provider Network Development and Maintenance
Goal: 

1.  To maintain a current and up-to-date collaborative network consisting of professional and non-professional providers

2.  To ensure that all participants are afforded the opportunity to choose providers who are qualified to serve individuals in various capacities, including mental health and other services that will assist individuals in being more independent and help them on their road to recovery 

Definition: Providers can participate in a cooperative inclusive network consisting of individuals and agencies that provide a wide array of services that will enhance the recovery process for individuals in the FloridaSDC program. Providers are given information about the recovery process in order to keep them well informed of the goals of the program.

Participant Responsibilities: 

Participants are encouraged to recruit providers who they feel will assist them in reaching their recovery goals. Participants need to let their Life Coach know of any problems with providers so they may be addressed as soon as possible.  Participants should also request an updated provider directory to ensure that they are familiar with the enrolled providers available to them. 
Managing Entity Responsibilities: 

When an individual demonstrates interest in receiving services from a provider through the Personal Information Sheet (Form #1004), the participant and/or managing entity will contact that provider to let the provider know how to join the FloridaSDC Provider Network, if not already a participant.  

All provider enrollment information is collected by the managing entity, who will check all licenses for accuracy and currency. The managing entity will make payments to providers when returned in the time frame specified in the agreement (see Provider Agreement Form #2008 and Memorandum of Agreement Form #2019). Specifically, the managing entity will maintain a list of providers which includes the following information:

1. Provider name and address

2. Provider specialty/scope of practice

3. Provider eligibility

4.   Location and hours of operation

5.   Contact Information

6.   Services provided and cost of each unit of service

7.   Emergency contact instructions

8.   Participant satisfaction ratings, if available

This list is provided to providers and participants upon request at no charge and can be viewed on-line at flsdc.org.  The managing entity will also send providers either a Provider Follow-Up Letter (Form #3017), if enrollment information is incomplete, or an Authorization to Provide Services (Form #3016) to welcome them to the provider network. 
Life Coach Responsibility: 

Life Coaches are responsible for staying current with the provider directory and providing copies of the directory to participants upon request.

Provider Responsibilities:  Providers are responsible for accurately completing all information based upon the category in which the provider fits. All information submitted to the program by providers is public record. 

FloridaSDC Provider Network Eligibility Requirements

Goal: 

To define clearly the eligibility requirements for Provider Network membership.
Definition: 

Provider eligibility requirements are described in detail in Eligibility Requirements for Medical Providers (Form #2020) and Eligibility Requirements for Licensed and Certified Providers (Form # 2021).  Requirements vary according to services rendered.
Participant Responsibilities: 

Participants are not responsible for verifying provider’s eligibility but will have access to eligibility requirements in their enrollment book.
Managing Entity Responsibilities:

The managing entity is responsible for verifying provider eligibility, maintaining a current list of eligibility requirements, and providing these to providers and participants upon request. 

Provider Responsibilities: 

Providers are responsible for providing accurate and complete information on their application forms in order for the managing entity to determine if providers are eligible to render services. 
Notification of FloridaSDC Provider Network Membership Status

Goal: 

To provide a consistent and fair system for notification of acceptance or rejection of Network membership
Definition: 

Providers that meet eligibility requirements will receive written notification of membership in the FloridaSDC Provider Network Member upon eligibility verification. The provider will receive procedures for receiving payment at this time. Providers who do not meet eligibility requirements will be notified in writing and will be provided with an opportunity to appeal if information is missing from the original enrollment information.
Participant Responsibilities: 

Participants are encouraged to notify the program of interested providers.

Managing Entity Responsibilities: 

The managing entity is accountable for screening eligibility of providers and notification of providers in writing and is available during normal business hours to answer any questions regarding acceptance or rejection as requested by potential provider.

Provider Responsibilities: 

Potential providers are responsible for informing the managing entity of their agreement to become a provider if accepted. Providers will also be responsible for asking any questions to clarify the service delivery process. Providers who feel their rejection was reached in error can contact the Operations Coordinator.  If it is still felt that this issue has not been resolved, they may file a formal grievance (Grievance Resolution Process Form #4005). The grievance process is described in detail and is provided with the enrollment paperwork. The Operations Coordinator will assist these providers with procedures for filing grievances.   

Payment Delivery Process

Goal: 

To provide a consistent and fair system so that providers will understand how payment is rendered for services and will receive payment in a timely, accurate manner.
Definition: 

The following is how payment is provided for services:

1.  Provider becomes a member of the FloridaSDC Provider Network.
2.  Member is added to the FloridaSDC Provider Network Directory.
3.  Participant selects FloridaSDC Network participant(s) from which services are purchased. 

4.  Participant submits cost of implementing Life Action Plan to the program for review and pre-authorization.

5.  Participant develops Services Purchased Plan or Treatment Plan with service provider.

6.  Service provider submits bill and corresponding documentation to program for services rendered. If any questions arise with regard to service provision, participants will be asked to review bills received by the accounting department.  
7.  The managing entity reconciles service provider bill and documentation with pre-authorized Life Action Plan and corresponding costs. Upon authorization, the bill is paid from the participant’s account.

8.  Regular progress reviews with participant and Life Coach regarding provider’s compliance with Life Action Plan and participant’s satisfaction with services rendered.

9.  Adjustment of Life Action Plan as requested by participant relative to progress, lack of progress and satisfaction with service providers. 

10.  At various stages within this process the participant may select a different provider or change the Life Action Plan.   

Participant Responsibilities: 

Participants are responsible for the following:

1. Participant is responsible for choosing a provider from the pre-authorized provider list in order to utilize direct payment feature.  All participants may receive a copy of the provider list upon request as it is updated. 

2. Participant is accountable for adding pre-authorized provider to their Life Action Plan and submitting it to the Life Coach, who submits it to the managing entity for authorization.

3. Once Life Action Plan is authorized, participant must make sure recovery goals and services are accounted for on providers’ treatment plan or purchasing plan.

4. Participant is responsible for letting Life Coach know if there are any problems with provider’s services in a timely manner (as soon as they are aware of problem during business hours).

Life Coach Responsibilities:

Life Coaches will send an original Service Voucher / Payment Guarantee Memorandum (Form #3018) for behavioral healthcare services to the provider upon authorization of the Life Action Plan and send a copy to the participant.  Participants will be provided with a Participant Account sheet for all Recovery Support Services and Recovery Enhancement Services. Another copy will be kept in the participant’s record.

Provider Responsibilities: 

Providers are accountable for notifying the managing entity if payment has not been rendered for services and of any other problems that arrive during this process. Providers are responsible for ensuring that they do not provide services in excess of those pre-authorized on the copy of the Service Voucher / Payment Guarantee Memorandum (Form #3018), which they will receive upon each participant renewing his or her Life Action Plan. 

Termination of FloridaSDC Provider Network Membership

Goal: 

To provide a system by which to terminate providers for poor service, unethical behaviors or for lack of professionalism toward participants

Definition:

In the event that services are deemed inappropriate, unethical, or ineffective by the participant or managing entity, a provider’s membership can be terminated.  Providers will be advised of termination in writing by the managing entity.  Providers will have the opportunity to contest termination using the Grievance Resolution Process (Form #4005).

Membership in the provider network may be terminated for violations of the SDC Code of Ethics, legal violations, fraud, or non-responsiveness to requests for supporting documentation of services.

Participant Responsibilities: 

Participants are responsible for making their Life Coach aware of poor service and unethical behaviors on the part of their providers, either through verbal or written means.

Life Coach/ Managing Entity Responsibilities: 

Coaches are responsible for advising the managing entity of any complaints against providers received from participants or in their dealings with providers. The managing entity is responsible for advising the program director of any grievances not handled by participants or Life Coaches. 
Provider Responsibilities

Providers are responsible for maintaining quality and professional relationships with participants and providing acceptable services. Members must appear before the advisory board in the event of grievance, or to resolve termination actions against them. 

FloridaSDC Provider Network Directory

Goal: 

To maintain a current and accurate provider directory for participants to access to assist in their recovery goals
Definition: 

The provider directory is viewable on-line at flsdc.org and is available in hard copy to all participants at all times at no charge and contains the following information:

· Name of provider

· Address of provider and or web address

· Phone number of provider

· A brief description of what services are provided

· Costs and units of service available

· Contacts, if provided

Participant Responsibilities: 

Participants are encouraged to keep Life Coaches informed of any provider resources that have been helpful for them and to identify providers that they would like to be members of the Network.

Life Coach/ Managing Entity Responsibilities: 

The managing entity is responsible for maintaining a current and accurate provider directory for participants.  Life Coaches are responsible for maintaining positive and professional relationships with potential and current provider resources and handling conflicts if needed. The managing entity will refer questions regarding referrals to participant’s Life Coach.
Provider Responsibilities: 

Providers are responsible for providing a current and accurate address phone number and, if applicable, web site to the Administrative Coordinator. Providers are encouraged to share referral sources with the FloridaSDC Program in order to assist participants with recovery goals.

Storage of Documents Containing Confidential Information
Goal: 

To ensure that the storage of records complies with all state and federal confidentiality laws

Definition: 

Records containing participant information shall be kept in a locked file cabinet when not in use by program staff. A separate file key shall be kept by the managing entity in the event of an emergency. 

Managing Entity Responsibilities: 

Managing Entity will ensure secure storage of program documents and records.

Life Coach Responsibilities: 

Life Coaches will store all hard copy information in the locked file cabinets, unless working on a specific file or document. Coaches will provide a duplicate key to the managing entity for safekeeping and all electronic information will be protected by password.
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