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	Service Experience Team 
ALTSA, Home and Community Services

	
November 21, 2023
Microsoft Teams
10 am to Noon 



	Attendees:

	☒
	Anderson, Zya (Member)
	☒
	Figoni, Amy (OIC)
	☒
	Peterson, Isaac (Member)

	 ☐
	Aseph, Amanda (HCS)
	☒
	Guy, Teresa (TIA)
	☐
	Sanchez, Jovi (HCS)

	☐
	Buchanan, Frank (Member)
	☒
	Hartshorn, Phillip (OIC)
	☒
	Schwartz, Rebecca (HCS)

	☐
	Byrne, Kristin (HCS)
	☐
	Ikerd, Kat (HCS)
	☐
	Shipley, Cynthia (HCS)

	☒
	Carlstrom, Brenda (Member)
	☒
	Kennedy, Kris (Member rep)
	☒
	Shuford-Pavlich, Dawn (HCS)

	☒
	Cobbs, Jacqueine (HCS)
	☐
	Kinnaman, Cathy (HCS) 
	☒
	Smolen, Tim (OIC)

	☐
	Dickens, Roland (Member)
	☒
	Otten, Heather (HCS)
	☒
	Thompson, Cora (Member)

	☒
	Dronen, Nicole (HCS)
	☒
	Perez, Cres (TIA)
	☐
	Ward, Jasmine (OIC)

	Main Outcome:



	  
	No
	Agenda Items 
	Time
	Presenter
	Summary Meeting Notes

	1. 
	Introductions/Approval of November minutes
	10:00
	Nicole
	Isaac motioned to approve the September minutes and Brenda seconded the motion. September minutes approved

	2. 
	Leadership Discussion Brief/DCWC
	10:05
	Nicole
	Leadership brief – sharing information and no feedback to report back to SET for September

Direct Care Workforce Collaborative (DCWC) – Had the orientation/kick-off meeting on November 15th. During the September meeting Isaac suggested that part of orientation training should include asking caregivers their “why”. During the DCWC focus group interviews we asked caregivers what advice they would give someone that was thinking about becoming a caregiver and we heard from the caregivers the same that we hear from you as clients on what caregivers need to be successful in their jobs. Compassion, patience, courage, organized, boundaries, commitment. 

Will provide updates as the DCWC starts meeting on a regular basis on the work that they are doing.   

	3. 
	Telephonic Signatures  
	10:10
	Rebecca/
Amanda
	Rebecca Schwartz, Financial Policy Analyst. 
Presumptive eligibility is in place to start limited service such as CFC or waiver.  Allows clients to receive Medicare sooner and services started. Meets criteria form CMS to allow for telephonic signatures. Basic application will capture the basic info and captures the approval and asset verification, estate recovery information. Moving to expand to in home clients. Phase 3 will move to AFH, ALFs. All phases to be implemented in the next year. 
Isaac: Anything that can simplify the process is a good thing. Are there ways people can receive hard copies of what they need to agree to help inform clients, so they have time to process the info before they agree to it.  
Rebecca: That info will be in the PE process and once the telephonic interview is done then this documentation can be sent to them. 


	4. 
	Eligibility and Enrollment Status Tracker
	10:30
	Cres/Teresa
	



Cres Perez – IE&E Business & Operations Analysist and Teresa Guy – IE&E OCM/Communications Manager
IE&E Background – One Application and WA State identify benefits that are available to the client. This process will be welcoming and easier, improved and empowering that meets the needs of the customer. This will also be an improved experience for staff and case workers.  Modernized technology that reduces duplication and allows staff to better meet the needs of the clients/customers/citizens.

The system will be:
· A singular, familiar experience
· An accessible experience for all that addresses physical barriers
· An easier experience for Washingtonians in the eligibility and enrollment process
· An improved user experience that meets client and community-based assistor needs using human centered design practices
· An improved experience for WA State’s eligibility staff

Product 1 – Status tracker that will provide households with an easy to use, service portal to understand their eligibility and enrollment status across multiple programs.

The team explained and provided samples of (see attached PDF):
· Features and benefits 
· Programs and languages
· Requirements 


	5. 
	December Planning Meeting/SET participation
	11:15
	Nicole
	

	6. 
	SHIBA
	11:30
	SHIBA Team 
	Brenda – is there a way to alleviate multiple calls per day regarding Medicare Advantage Plans? 
Unfortunately, since the market is so vast and the incentive for each company is so large there is not a way for the calls to stop. 
Zya – stated that she has tactics that she uses to stop the calls and it has worked. 
Cora states she at least gets 20 calls per day. 
The best way is to not answer the phone and if it is not potential fraud that the person would hopefully leave you a message and you can call them back. 
It is not that someone or Medicare is selling your information to Advantage plans but that they are getting your information public sources 

	7. 
	Next Steps/January Meeting
	11:55
	Nicole 
	



	
	Action Items/Decisions

	#
	Action Item
	Assigned To:
	Date Assigned:
	Date Due:
	Status

	1
	Send safety training draft to Isaac.
	Samuel
	9/19/23
	10/01/23
	Done

	2
	Look into policy/law around care plan requirements.
	Nicole
	9/19/23
	10/15/23
	In process

	3
	Contact Samuel with any thoughts about training documents.
	SET Members
	9/19/23
	10/15/23
	Done 

	4
	Bring back template idea.
	Joe
	9/19/23
	01/01/24
	In process 

	5
	Think about a different day/time to meet.
	SET Members
	9/19/23
	01/01/24
	In process

	6
	Ongoing rule change updates
	https://www.dshs.wa.gov/sesa/aging-long-term-support
	
	
	

	7
	
	
	
	
	

	8
	
	
	
	
	

	9
	
	
	
	
	

	10
	
	
	
	
	

	11
	
	
	
	
	

	12
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IE&E Customer Engagement (HCS SET).pdf
HCS Service Experience Team

@ Integrated Eligibility & Enrollment

Modernization Program

We need your help!

We’re building a new, self-service system that will provide easier access to information, so clients can more quickly get
the benefits they need. To make sure we get it right, we need help from people who have experience:

e Applying for (or renewing) cash, food or medical benefits; or

e Helping others apply for (or renew) cash, food, or medical benefits.

What to expect:

We’ll ask about your experience applying for (or renewing) benefits and what information is most important to
complete the process. We’ll also ask for feedback on how the system works and what it looks like.

e The session will take place during the Service Experience Team meeting, on November 21, 2023.

Activities will include:

X Reviewing paper documents or photos of the new system.

X Observing an interactive demonstration of the new system.

d Testing the new system on a real device (smartphone, tablet, computer).
Your feedback:

e Will be shared with the project team to help us improve our designs and development.
o  Will be shared with leadership to explain that your valuable input helped us create the new system.

We’ll keep your information secure.

e If you participate as part of a larger workgroup, the information you provide will be rolled up into a summary
of feedback collected from the group, without any specific names or identities.

e What we discuss has no connection with or impact on any benefits you receive or your ability to access
services. It is for informational purposes only.

Talking to us is completely voluntary.

e Youdon't have to answer any questions that make you uncomfortable for any reason.
e You can request that your feedback not be used or shared by the project team.

Contact Information

If you have questions about this project, your interview, or anything on this form, please contact:

Cres. Perez, Business Policy & Operations Analyst

Department of Social and Health Services | IE&E Modernization Program
1115 Washington St SE, Olympia WA 98504

phone: (360) 742-1622 | email: cres.perez@dshs.wa.gov

(REV. 9/2023) CUSTOMER ENGAGEMENT IE&E Product 1



mailto:cres.perez@dshs.wa.gov
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HCS SET Demo (Login & Account Creation).pdf
Image 1

Select your preferred language

English v

Login

My Tracker account is a tool for Washington
residents to check and understand their
eligibility and enrollment status for cash,
food, and medical benefits. It makes tracking
your benefits online simple and convenient.

To use the MyTracker account, please log in
with SecureAccess Washington (SAW).

Login with SAW

| need a SAW Account

Why a SAW account @

Freguently asked guestions

Image 2

Select your preferred language

English

English
Espariol

Pycckumin

Image 3

@ A simple alert—check it out!

English

Login

Image 4

#) Why a SAW account?

SecureAccess Washington (SAW) is a central
login that lets you securely login to many
online state services in one place.

How to create a SAW account?

+ Click the "I need a SAW account” button or
go to secureaccess.wa.gov to start.

+ Click "Sign Up” and enter your personal
details.

+ Create a username and password, and
confirm your account from an email SAW
sends you.

* Log in and add the state services you
want.

Why to create a SAW account?

A SAW account makes it easy to use state
services, like setting up a MyWA Benefits
account to see the status of your benefits.

Got it






Image 5 Image 6

Select your preferred language

English v

Login

My Tracker account is a tool for Washington O
residents to check and understand their
eligibility and enrollment status for cash,
food, and medical benefits. It makes tracking
your benefits online simple and convenient.

Please wait while you are re-directed to SAW

To use the MyTracker account, please log in
with SecureAccess Washington (SAW).
Image 7

Login with SAW Welcome

to your login for Washington state.

Washington

C | need a SAW Account >

Why a SAW account @

LOGIN ON BEHALF OF

UsemamE‘ ‘

‘ e :| ] STATE
Frequently asked questions ‘
Freguently asked guestions AGENCIES

EorgoLyour usemame? | Eorgotyour password?






Espaiol

Sign Up For An Account

Fill in the following form to sign up for an account. If you are not sure if you already have an account,
check here.

Personal Information

First Name

Last Name

Primary Email

Contact Information For Security (Optional)

Provide additional contact information to receive security codes and reduce the chance of losing
access to your account. You can add or edit additional contact information later in your SAW account
settings.

Additional Email Address (Optional)

Mobile Phone Number (Optional)

Message and data rates may apply. A message will only be sent when you request it. For more
information view our Mobile Terms of Service or Privacy Policy.

Image 9

© @) © (4

Remember Device  Access Service

Choose Method Enter Code

Multi-Factor Authentication (MFA)

This service requires additional verification beyond username and password 1o prevent
fraud and identity theft. You will need to enter a verification code.

Choose Method

How would you like to receive your verification code?

=*rezi@dshs.wa.gov

m Receive the code in an email and enfer it on the next screen.

(%) ==*.9702

Receive the code in a text message and enter it on the next screen.

Username and Password

Username

Password Requirements
Add at least 10 mare characters
Add a special character or a lower case letter or an uppercase letter or a number

Password

Confirm Password

I'm not a robot

Privacy Policy EeCEEERTIT

Image 10

Image 11

O ® (3) (1)
Choose Method Enter Code Remember Device  Access Service

Multi-Factor Authentication (MFA)

Enter Code

Please enter the code sent to (¥+*) #+-0702

6617, 947388 ll submit

Resend Code

Choose another method

1 A ramY )
@ © ® ®
Choose Method Enter Code Remember Device ~ Access Service

Multi-Factor Authentication (MFA)

Remember Device?

Choose to remember this device to reduce how often you are required to enter a
verification code.

If the device you are using is shared or public, we recommend you do not remember this
device.

O Yes, remember my device






Image 12

Select your language

English v

Welcomel

Create a Placeholder account to easily track the
status of your benefits online.

If you wish to change your email on file

(cre+*=+*@dshs.wa.gov) go to
https://secureaccess.wa.gov

Create a Placeholder account

Frequently Asked Questions

Terms and Conditions | Privacy Policy | @2023

Image 13

Select your preferred language

English v

o 2 3

Personal Info. ldentification Confirmation

First name
Enter your first name
Last name

Enter your last name

Date of birth
MM/DD/YYYY
Step1of3

Frequently asked guestions

Image 14

Select your preferred language

English v

o—© 3

Personal Info. ldentification Confirmation

Identification method

Select identification method v

Frequently asked questions
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Select your preferred language

English v

o—© 3

Personal Info. ldentification Confirmation

Identification method

‘ Client 1D v ‘
Client ID
Enter Client ID @ ‘

(1) This is a required field

Frequently asked questions

Image 16

Select your preferred language

English v

@ O 3

Personal Info. ldentification Confirmation

|dentification method

Social Security number v

Social Security number

KHXAXKXXX @

Frequently asked questions

Image 17

Select your preferred language

English v

o—© 3

Personal Info. Identification Confirmation

Identification method

Other v

Don't have a Client ID or SSN?
Please answer at least 2 of the
following:

Phone number
Enter phone number

Zip code

Enter Zip code

Place of birth

Enter state/territory of birth v

Enter city of birth

Step 2 of 3 Previous Submit

Frequently asked questions






Image 18 Image 20 Image 21

Select your preferred language

We dldn't ﬂnd Select your preferred language English y
a match English v
© & o

Personal Info. |dentification  Confirmation
+ You can try again or select a different ° ° e
identification method.

« If you just applied for benefits, you may Personal Info. Identification Confirmation Al m OSt d Onel

not be known to the system yet. Please

check back soon. ) ) )
All necessary information has been linked,

A | m O St d O n e ! You can start tracking your benefits now.

How would you like to receive notifications
from your Tracker account?

Try again

All necessary information has been linked.

You can start tracking your benefits now. Text

We will send you a one-time verification code.

If you need support How would you like to receive notifications
lease contact: 9
P from your Tracker account? (253) 123-4567
, Text
9 supporthelpdesk@domain.com ) ) )
Send me a one-time verification code |
Email
| don't want to receive notifications SMS cost may apply
i . Email
You can always change this later in your user
Im age 19 settings. | don't want to receive notifications

You can always change this later in your user
settings.

View my account

View my account

C

Please wait while your My Tracker account Step 3 of 3

- Step3of 3
it's been created

Frequently asked questions Frequently asked questions






Image 22

Select your preferred language

English v

Personal Info. Identification Cenfirmation

Almost done!

All necessary information has been linked.
You can start tracking your benefits now.

How would you like to receive notifications
from your Tracker account?

Text

Enter the code we sent to: Edit
(253) 123-4567

Enter verification code

Resend verification code

'
K Confirm )
SMS cost may apply

Email

| don't want to receive notifications

You can always change this later in your user
settings.

View my account

Step 3of 3

Frequently asked questions

Image 23

Select your preferred language

English v

Personal Info. Identification Confirmation

Almost done!

All necessary information has been linked.
You can start tracking your benefits now.

How would you like to receive notifications
from your Tracker account?

Text Ediit

(253) 123-4567

& Confirmed

Email

| don't want to receive notifications

You can always change this later in your user
settings.

View my account

Step3of3

Freguently asked questions

Image 24

Select your preferred language

English v

Personal Info.  Identification  Confirmation

Almost done!

All necessary information has been linked.
You can start tracking your benefits now.

How would you like to receive notifications
from your Tracker account?

Text

We will send you a one-time verification code.

(253) 123-4567

g
Gend me a one-time verification code)

SMS cost may apply
Email

Naotification will be sent to the email on file
linked to your SAW ID example(@domain.com
| don't want to receive notifications

You can always change this later in your user
settings.

View my account

Step 3of3

Frequently asked questions

Image 25

< Back
Select your preferred language

English v

Frequently Asked
Questions

Why do | need a SecureAccess
Washington (SAW) account?

What is a Client ID? ~

What if | don't have a Client ID or
SSN?

This is just a quick example text to build
on the Expansion Panel to make up the
bulk of the panel content.

Need to make updates to your info?
Go to SAW

Need more help with your Tracker
Account?
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