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Welcome to training for:
The Power of Collaboration and Advocacy
for Individuals Living with a Serious Mental lliness

-
You were automatically muted upon entry. '

Please only join by phone or computer. €
Please use the chat feature for questions or raise your hand. \

Thank you.
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Zoom Webinar Controls

N avigati ng yo u r ba r O n t h e botto m e « Windows: You can also use the Alt+Y keyboard shortcut to raise or lower your

hand.

« Mac: You can also use the Option+Y keyboard shortcut to raise or lower your
hand.
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Select a Speaker

Same as System

v Built-in Output (Internal Speakers)

Test Speaker & Microphone...

Leave Computer Audio

Audio Settings...

Audio Settings
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Settings

. General Test Speaker Built-in Output (Internal Speakers)

. Video

{\ Audio

. Share Screen
[ ]
Microphone Test Mic Built-in Microphone (Internal Micropho... <
u I O . Virtual Background

Settings

. Recording

. Statistics ¥ Automatically adjust microphone volume

B8 Keyboard Shortcuts ) ) ] )
> Use separate audio device to play ringtone simultaneously

Accessibility

2 Join audio by computer when joining a meeting
Mute microphone when joining a meeting

% Press and hold SPACE key to temporarily unmute yourself

Advanced
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Tips for successful W
ZOOM PARTICIPATION =
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The Power of Collaboration and Advocacy

for Individuals Living with a Serious Mental llIness

Presented by: The Office of Human Rights (OHR) &
The Office of Individual and Family Affairs (OIFA)
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Agenda

Overview: The Division of Community Advocacy and Intergovernmental Relations
(DCAIR)

Overview: The Office of Human Rights (OHR)

The Power of Collaboration and Advocacy for Individuals Living with a Serious
Mental lliness

Overview: The Office of Individual and Family Affairs (OIFA)

Advocacy Resources

Upcoming AHCCCS Forums and Training
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https://www.azahcccs.gov/shared/acronyms.html

Overview
Division of Community Advocacy and
Intergovernmental Relations (DCAIR)

Dana Flannery
DCAIR Assistant Director



DCAIR Departments

The Division of Community Advocacy and Intergovernmental Relations
(DCAIR) is an AHCCCS division that houses functions that interface with our
members, family members and other stakeholders. These areas are very
important as they ensure the voice of the community is heard.

DCAIR includes:

Federal Relations and
Communications (FRAC)

Office of Individual and Office of Human Rights
Family Affairs (OIFA) (OHR)




DCAIR Community Involvement

DCAIR routinely engages with our communities to educate, inform, and solicit
feedback from members, families, providers, and stakeholders. We also facilitate
or participate in workgroups & committees to address health care needs
including:

« Behavioral Health Planning Council « OIFA Advisory Council

« Arizona Council of Human Service  « The State Medicaid Advisory Committee
Providers

See the AHCCCS Community
Events Calendar for more
public events.



https://www.azahcccs.gov/shared/AHCCCScalendar.html
https://www.azahcccs.gov/shared/AHCCCScalendar.html

DCAIR Community Engagements Y-T-D 2022

s | )
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47,796
v ] lota
Engagements
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July 5689
August 4555

September 4330

October 8271

November 3519
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Overview
The Office of Human Rights (OHR)

John Pizzo
OHR Advocate I



The Office of Human Rights

Mission Statement

The OHR Provides advocacy to individuals living with a Serious Mental llIness

(SMI) to help them understand, protect and exercise their rights, facilitate

self-advocacy through education, and obtain access to behavioral health
services in the public behavioral health system in Arizona.

** AriZ0he Health Cate Cost Contolafient Syslem
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The Role of OHR

e OHR is established by The Arizona Administrative Code within the state’s Medicaid
agency, AHCCCS, and employs advocates that assist and advocate
alongside members determined to have a Serious Mental llIness
(SMI) with service planning, inpatient discharge planning, and
resolving appeals and grievances.

OHR primarily serves as the designated representative for
individuals with a SMI designation and who meet the Special
Assistance criteria.

e Special Assistance is a term used to describe additional supports reserved for those
with a SMI who meet criteria in accordance with R9-21-101(B)(13) of the the Arizona
Administrative Code.

Read from the AHCCCS Medical Policy Manual (AMPM) 320-R for Special Assistance for Members with a Serious Mental llIness.
Register for Why Assess for Special Assistance for Individuals Living with a Serious Mental lllness here.



https://apps.azsos.gov/public_services/Title_09/9-21.pdf
https://apps.azsos.gov/public_services/Title_09/9-21.pdf
http://www.azahcccs.gov/shared/Downloads/MedicalPolicyManual/300/320R.pdf
https://www.google.com/url?q=https://ahcccs.zoom.us/webinar/register/WN_cpaf4F8sRyumf3KDV5d7hg?_x_zm_rtaid%3DSsramEIZTw6fQQ3JuNGsxg.1664208864343.fcdf40915a39d461cb0961f814fd4f9e%26_x_zm_rhtaid%3D90&sa=D&source=calendar&ust=1670366244183439&usg=AOvVaw2lUI5YPRg-cBoJfU9Rq2Tf

Collaboration for Special Assistance Members

The person providing Special Assistance will:

e Communicate regularly with the individual to ensure as much input and
involvement as possible.

e Be familiar with the service planning, discharge planning, appeal and grievance
processes and provide the member assistance as appropriate.

e Special Assistance is not a permanent assignment. The goal is to teach the
individual to understand how to navigate, exercise and protect their SMI rights, in
particular with respect to decisions involving services.

14



Office of Human Rights 2022
Year-to-Date Highlights

Receiving
direct

advocacy 1 20

21% successful graduations for
members to advocate on their own

Ell st
on special asistarce 13023 87

member engagements transitions to natural supports!

OHR participated in . OHR was able to assist . . .

ﬂ 1 98 hospital discharges statewide ﬂ
89 members to avoid homelessness

1 4 jail discharges statewide.

78 members to a lower level of care,
promoting least restrictive environment.

ﬁ




Special Assistance Data as of December 1, 2022

Title XIX SMI Population and Special Assistance Special Assistance Served by OHR
3826

= Title XIX Special

Titl c
» THIEXIX ML Fopuis Assistance Members

Total Special Assista

Members Served by OHR
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Power of Collaboration

Dijana Hastings
OHR Data and Policy Manager
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The Benefits of Collaboration

Collaboration is defined as “to work, one with another; cooperate.”*

Closes communication gaps
Promotes a “team” mentality
Promotes Person-Centered care
Improves problem-solving skills
Encourages social interaction
Inspires creativity

Creates trust

Improves confidence
Encourages engagement

*According to Dictionary.com

18



Types of Collaboration

AHCCCS Collaboration/
Power of Advocacy

Treatment Collaboration

Community Feedback Advocacy Resources




The Road to Collaboration for
Treatment and Services

V< \E Wiy

"7 Adult Recovery—

&® ®.4

Ll )\

Inpatient Treatment ~ Service Implementationg

Discharge PIan"— - A — é@ —

The Arizona Administrative Code (A.C.C.) R9-21
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https://apps.azsos.gov/public_services/Title_09/9-21.pdf

Types of Collaboration for Treatment and Services

Some common collaborations involve, but are not limited to:

Case Management - A collaborative process, which assess, plans, implements, coordinates, monitors, and
evaluates options and services to meet an individual’s health needs through communication and available
resources to promote quality, and cost-effective outcomes. Read more about AHCCCS’ Medical Policy
Manual for Case Management requirements and the Arizona Administrative Code.

Individual Service Plan (ISP) - A comprehensive written description of all covered health services and other
informal supports which includes individualized goals, family support services, care coordination activities
and strategies to assist the member in achieving an improved quality of life. Read more about the ISP in the
Arizona Administrative Code.

Adult Recovery Team (ART) - According to AHCCCS Contract and Policy Dictionary, a group of individuals
that follow the Nine Guiding Principles for Recovery-Oriented Adult Behavioral Health Services and

Systems, work in collaboration and are actively involved in a member's assessment, service planning, and
service delivery.



https://www.azahcccs.gov/shared/Downloads/MedicalPolicyManual/500/570.pdf
https://apps.azsos.gov/public_services/Title_09/9-21.pdf
https://apps.azsos.gov/public_services/Title_09/9-21.pdf
https://apps.azsos.gov/public_services/Title_09/9-21.pdf
https://www.azahcccs.gov/Resources/Downloads/ContractAndPolicyDictionary.pdf
https://www.azahcccs.gov/shared/Downloads/MedicalPolicyManual/100/100.pdf

Types of Collaboration for Treatment and Services

Inpatient Treatment and Discharge Plan (ITDP) - According the the Arizona Administrative Code,
the written plan for services and implemented by an inpatient facility. “Discharge plan” means a
hospital or community treatment and discharge plan prepared. “Inpatient facility” means the
Arizona State Hospital, the County Annex, or any other inpatient treatment facility registered with
or funded to provide behavioral health services, including psychiatric health facilities, psychiatric
hospitals, and psychiatric units in general hospitals.

Medication Review - This is done in collaboration with the Behavioral Health Professional (BHP)
in accordance with their scope of practice as a individual licensed and authorized by law to use
and prescribe medication and devices.

Service Implementation - Services agreed upon through the service plan process as identified in
R9-21-310 of the the Arizona Administrative Code.

22


https://apps.azsos.gov/public_services/Title_09/9-21.pdf
https://apps.azsos.gov/public_services/Title_09/9-21.pdf

Important Collaborators

Member - Person receiving services. An eligible individual who is enrolled in AHCCCS.

Designated Representative (DR) - An individual, parent, guardian, relative, advocate, friend, OHR
Advocate or other individual, designated orally or in writing by a member or guardian who, upon
the request of the member, assists the member in protecting the member’s rights and voicing the
member’s service needs. Refer to the Arizona Administrative Code. The Designated
Representative is sometimes referred to as a natural support.

Health Care Decision Maker (HCDM) - Some treatment planning decisions are made on behalf of
members if they have a Health Care Decision Maker (HCDM), which is defined as: An individual
who is authorized to make health care treatment decisions and is sometimes filled by guardians.
Refer to AHCCCS Contract and Policy Dictionary.

23


https://apps.azsos.gov/public_services/Title_09/9-21.pdf
https://www.azahcccs.gov/Resources/Downloads/ContractAndPolicyDictionary.pdf

Important Collaborators

Case Manager - An individual assigned as responsible for locating, accessing, and monitoring the
provision of services to individuals in conjunction with a clinical team as specified in the Arizona
Administrative Code.

Peer Support: Peer support services are for members who may need more personalized support
than natural supports or community based recovery groups (such as 12 Step groups) can be
provided by an individual with lived experience of mental health conditions, substance use,
and/or other traumas resulting in emotional distress and significant life disruption, for which they
have sought help or care, and has an experience of recovery to share. Read more about Peer
Support from AHCCCS OIFA and AMPM 963.

Family Support: Family support means the person who is working with you has experience as a
credentialed primary support for an adult with emotional, behavioral health or substance use
needs and has completed a formal training program to provide this service. Read more about
Family support from AHCCCS OIFA.

24


https://apps.azsos.gov/public_services/Title_09/9-21.pdf
https://apps.azsos.gov/public_services/Title_09/9-21.pdf
https://www.azahcccs.gov/AHCCCS/HealthcareAdvocacy/OIFA/peersupport.html
https://www.azahcccs.gov/shared/Downloads/MedicalPolicyManual/900/963.pdf
https://www.azahcccs.gov/AHCCCS/HealthcareAdvocacy/OIFA/familysupport.html

Important Collaborators

Behavioral Health Professional (BHP) - “Qualified clinician” means a behavioral health
professional who is licensed or certified under A.R.S. Title 32, or a behavioral health technician
who is supervised by a licensed or certified behavioral health professional as specified in the
Arizona Administrative Code.

Primary Care Physician (PCP) - A PCP may be a physician defined as an individual licensed as an
allopathic or osteopathic physician, or a practitioner defined as a licensed physician assistant, or a
licensed nurse practitioner as specified in Arizona Revised Statutes.

Behavioral Health Residential Facility (BHRF) - As specified in the Arizona Administrative Code, a
health care institution that provides treatment to an individual experiencing a behavioral health
issue that:

1. Limits the individual’s ability to be independent, or

2. Causes the individual to require treatment to maintain or enhance independence.

25


https://apps.azsos.gov/public_services/Title_09/9-21.pdf
https://apps.azsos.gov/public_services/Title_09/9-21.pdf
https://www.azleg.gov/arsDetail/?title=32
https://apps.azsos.gov/public_services/Title_09/9-21.pdf

Important Collaborators

Division of Developmental Disabilities (DDD) - The Division of a State agency, which is
responsible for serving eligible Arizona residents with an intellectual/developmental disability.
AHCCCS contracts with DES/DDD to serve Medicaid eligible individuals with an
intellectual/developmental disability.

Health Plans: Also referred to as contractor, is an organization or entity that has a contract with
AHCCCS to provide services to members either directly or through subcontracts with providers, in
agreement with contractual requirements and State and Federal law, rule, regulations, and
policies.

All Service Providers - Any individual or entity that is engaged in the delivery of services, or
ordering or referring for those services, and is legally authorized to do so by the State in which it
delivers the services, as specified in 42 Code of Federal Regulations (CFR) 457.10 and 42 CFR
438.2.

26


https://www.ecfr.gov/current/title-42
https://www.ecfr.gov/current/title-42

Tips for Effective Collaboration

Believe that there is a common goal

Consider both sides and ask for clarification to ensure understanding

Focus on the specific situation and state the facts, what is needed and why?
Plan your conversation ahead of time so you know exactly what you want to
say

Some solutions involve creativity, come prepared with ideas to share

Be respectful to yourself and others

Agree as a team to follow meeting etiquette and rules

Ensure everyone has a chance to speak without interrupting or speaking over,
share preferred pronouns, if in a virtual meeting, agree to use the raised hand
feature

Ask for a short break to gather thoughts if needed

27



Tips for Effective Collaboration

Document the date and time for all scheduled meetings,

Request appointment reminders,

Have a list of all providers including their name, contact # and email address,
Confirm all meetings and appointments,

Be prepared to discuss preferences, concerns and goals,

Use ‘I’ statements: “I feel like | am not being heard.” “I think that is a great
idea.” “I am frustrated right now.”

Be prepared to self-advocate by knowing the rights and covered behavioral
health services for individuals living with a Serious Mental lliness (SMI).
Use self-care after the meeting.

28



Results of Collaboration

e Empowers team members

e Helps close communication gaps

e Minimizes readmission rates

e Promotes teamwork—and a team mentality
e Results in person-centered care

i
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Community Feedback

Shannan Ortiz
OHR Lead Advocate
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Sources for Feedback

As mentioned, AHCCCS/DCAIR facilitates community forums, listening sessions and
trainings to educate and solicit community feedback. We do so in many different
ways such as public comments on policy, Q&A with the community, calls received by
the Advocate of the Day (AOD), other departments at AHCCCS such as the Office of
Individual and Family Affairs (OIFA), in addition to trainings like this.

S Policy
: Listening  Health Publ OIFA
coT'rnari'rlllilr?;;ty é\aoIPs Sessions Plans Comume||c1ts Feedback
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Community Education

DCAIR has hosted six community education sessions in 2022 on a variety of topics which has
resulted in providing education and engagement with over 1700 attendees in the following
trainings:

SMI Rights for Individuals Living with a Serious Mental lliness

COE/CQT for Individuals Living with a Serious Mental lliness

The ISP and Why it Matters

Inpatient Treatment and Discharge Planning for Individuals with a Serious Mental lliness
The Grievance and Appeals Process for Individuals Living with a Serious Mental IlIness

The Power of Collaboration and Advocacy for Individuals Living with a Serious Mental lliness

The feedback and questions we receive inspires additional training, updates to our website and the
development of one-pagers to share with the community.

Previous OHR trainings are available here.



https://www.azahcccs.gov/AHCCCS/HealthcareAdvocacy/ohr.html
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AHCCCS Policy Workgroups

AHCCCS collects the feedback we
receive from multiple platforms of
engagements to gauge customer
satisfaction, resolve problems, identify
potential opportunities for
improvement, and set future goals. The
feedback is reviewed and helps drive
AHCCCS policies.

34



Health Plan Coordination

AHCCCS routinely meets with the health plans to review
community feedback, grievances, appeals, systemic trends and
information from calls we receive from the community. This is all
done to collaborate towards achieving the common goal of
integrated treatment to meet the needs of the individual
receiving treatment.

+** Arizona Health Care Cost Containment Syslem
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AHCCCS Care

Delivery System as of October 1, 2022

AHCCCS

Arizona Health Care Cost Containment System

American Indian Health Program . : Banner Universi -
potes el Arizona Complete Health Atizona Complete Health heveigd ADES/DDD
| I T I i
Federal Emggg%r;cy Services Mercy Care I Banner Univer.v;ity Family Care | Mercy Care Mercy Care
! I I il | Uni edHI lth Uni edHIe Ith
Tribal ALTCS IGAS L NS o
(case management only) Carelst | Molina Complete Care | | Community Plan Community Plan
T 1
| Mercy Care |
TRBHA IGA I
T | Health Choice Arizona |
T
Colorado || Gila Navajo || Pascua | | White Mountain | UnitedHealthcare Community Plan |
River River || Nation Yaqui Apache Tribe
De?éé’é)%;l_;jpsffety *Fully integrated health plans for acute and behavioral health services for members with
: serious mental illness (SMI) that are not enrolled with ADES/DDD.
Mercy Care **ADES/DDD subcontractors to provide physical health, behavioral health, and limited LTSS
services including: nursing facility, emergency alert, and habilitative physical health therapy for

members age 21 and over. ADES/DDD to provide all other LTSS and coordinate with
AHCCCS' Division of Fee for Service Management to provide services for the Tribal Health
Program for American Indian members.

***DCS/Comprehensive Health Plan (CHP) statewide subcontractor to provide physical and
behavioral health services.
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Coordination with External Agencies

AHCCCS collaborates with many external agencies regarding the provision of SMI
behavioral health services. Some include, but are not limited to:

e Adult Mental Health Court/Court Order Evaluation/Court Order Treatment
e Adult Probation/Justice Liaison

e Adult Protective Services

e Arizona Center for Disability Law

e Arizona Long Term Care

e Arizona State Hospital

e Department of Economic Security, Division of Developmental Disabilities

e Public Fiduciary/Private

37



Power of Advocacy

Denard Stewart
OHR Advocate




Types of Advocacy

Individual Advocacy

e Educating on policy & processes, resources:
o  The Arizona Administrative Code (A.A.C.)
o  AHCCCS Medical Policy Manual (AMPM)
o  SMl grievance and appeal process

Community Advocacy

e AHCCCS and DCAIR (OHR, OIFA, FRAC)
informative forums
e  Community feedback influences change

Range of Influence

e These examples of advocacy bring about

impactful changes to all stakeholders and
system of care as a whole.

L Health Care Cost Conf nt System
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Individual Advocacy: Code

Replacement Check List

For rules filed within the

® In the public behavioral health system in Arizona,
individuals living with an SMI have specific rights, including:
o  Civil rights and other legal rights, and
o Rights in the public behavioral health system* T, Heath Sevice

Chapter 21. Arizona Health Care Cost C: i System - ioral Health
Services for Persons with Serious Mental Hlness

® The Arizona Administrative Code lists the Rights for Suplement 164

Sections, Parts, Exhibits, Tables or Appendices modified

Ath Quarter
October | - December 31, 2016

THE ARIZONA ADMINISTRATIVE CODE

R8-21-101, R9-21-102 through R9-21-106, R8-21-201, R8-21-203 through R9-21-206.01, R9-21-208,

Individuals Living with a Serious Mental lliness regarding RO.21200. ke A RO21301, 02100 FOZ1301 K210 g F021311, 210

REMOVE Supp. 03-2 REPLACE with Supp. 16-4
1-81

support and treatment. e . -5 N
e A person does not lose legal rights when determined to = =
have an SMI.** “':;"*
e Knowing where to find - and what the SMlI rights are in The
Arizona Administrative Code - is a form of individual

advocacy.

St, Mail Drop 6200, Phoenix, AZ 85034

PUBLISHER
Arizona Department of State

*For a comprehensive list see the Arizona Administrative Code R9-21-201-211 OURASARGHET B8R e M sty

**A guardianship order or a court order for treatment does affect certain rights.

na Health Care Cost Containment System


https://apps.azsos.gov/public_services/Title_09/9-21.pdf
https://apps.azsos.gov/public_services/Title_09/9-21.pdf
https://apps.azsos.gov/public_services/Title_09/9-21.pdf

Individual Advocacy: AHCCCS Policy

e The AHCCCS Medical Policy Manual (AMPM)
provides information to Contractors and

AR T AHCCCS Medical Policy Manual (AMPM)

oooooo ental Oversight

mation Regarding COVID-19

VID-15 pandemic, AHCCCS has

PPLICANTS | PLANS/PROVIDERS | AMERICANINDIANS | RESOURCES | FRAUDPREVENTION | CRISIS? V\DW)wh ichis
e CMS-app: ilities
stances

Providers regarding services that are covered P —

within the AHCCCS program.

e ANMPM 320-R is where to find policy on
Special Assistance for Members with a
Serious Mental lliness and other policies of
interest, such as:

o Discharge Planning - 1020 (C.)

o Behavioral Health Covered Services -
310-8

o Case Manager Requirements - 57

For a comprehensive list see all AHCCCS Medical Policy Manuals.

Approved Policies not Yet Effective

Chapter 100 - Manual Overview

Chapter 200 - Behavioral Health Practice Tools

Chapter 300 - Medical Policy for Covered Services

Chapter 400 - Medical Policy for Maternal and Child Health

Chapter 500 - Care Coordination Requirements

Chapter 600 - Provider Qualifications and Provider Requirements
Chapter 700 - School Based Claiming Program/Direct Services Claiming
Chapter 800 - Fee-For-Service Quality and Utilization Management
Chapter 900 - Quality Management and Performance Improvement Program
Chapter 1000 - Medical Management (MM)

Chapter 1100 - Federal Emergency Services (FES) Program

Chapter 1200 - ALTCS Services and Setting for Members who are Elderly and/or Have Physical Disabilities
and/or Have Developmental Disabilities

Chapter 1300 - Member Directed Options
Chapter 1600 - ALTCS Case Management
Appendices

AMPM Revision Memos

ual (AMPM). n n

Bmprehensive Health Pian (CHP)

41


https://www.azahcccs.gov/shared/Downloads/MedicalPolicyManual/300/320R.pdf
https://www.azahcccs.gov/shared/Downloads/MedicalPolicyManual/1000/1020.pdf
https://www.azahcccs.gov/shared/Downloads/MedicalPolicyManual/300/310B.pdf
https://www.azahcccs.gov/shared/Downloads/MedicalPolicyManual/500/570.pdf
https://www.azahcccs.gov/shared/MedicalPolicyManual/

Tips for Collaboration & Advocacy: Before Meeting

e Know who is part of the Adult Recovery Team, their role, and preferred way of

communicating (email, phone call, etc.)
e Know the structure of how to route information i.e. who to call to schedule routine
medication appointments, if a need arises in between scheduled meetings, or who to speak

with to express a concern or feedback.

® Prepare for meetings:

©)
©)

@)

Before the meeting, create a list of concerns, needs, and updates to discuss.
Between meetings, keep a log of discussion points.
Think about who will be present. If natural support is invited, ensure their awareness

of how to attend.
Know if the meeting is virtual or in-person. If virtual, is assistance needed to navigate

the login? If in-person, is a transportation plan needed?
Any special accommodations needed, such as translation services?

42



Tips for Collaboration & Advocacy: During Meeting

pi

* Keep note of everyone at the meeting, their
title, and what their role is.

e Give input, take notes, and keep records.

* If service changes are needed, the Individual
Service Plan will be reviewed to ensure all
needs are being met in a way that maximizes
strengths, cultural preference, and
independence.

* Ensure each goal has an expected completion
date.

43



Tips for Collaboration & Advocacy: Problem Solving

Collaboration unites the member, natural supports, health home, and health plan to shed
light on issues. It provides a platform to have the member’s voice heard, and to
problem-solve and make a path for resolution and improvements. Collaboration can be an
effective problem solving tool. Consider the following, but not limited to:

Share the concerns with the clinical team (in writing if possible),

Ask to speak to a supervisor if necessary,

Keep records of all efforts to make the concern known including the date, time and
name of the person notified,

Contact the health plan if the problem is not resolved,

Request a meeting to resolve the concerns, and

Call the OHR at 1-800-421-2124 for assistance in understanding, exercising &
protecting SMI rights.

Resources on SMI complaints, appeals, and grievances is available on our website.

44


https://www.azahcccs.gov/Members/Downloads/RandRBrochures/OHR_SMI_Complaints_Appeals_Grievances_Education_Eng.pdf

SMI Grievance and Appeal Process

The SMI grievance and appeals process are formal actions that can be taken when a member needs to resolve
an issue in accordance with the Arizona Administrative Code R9-21-401 and 403. Exercising the SMI grievance
and appeal process is another form of individual advocacy.
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SMI Grievance: Grievances are filed when there is an allegation that a member

S C
POLICY 446, ATTACHME!
ILLN

MEMBER/APPLICANT INFORMATION

NAME (L7, Fimsz, MDDLE INTAL): DarE:

ADDRESS:

living with a serious mental iliness has had their rights violated. This process is

2z1p CopE:

— g — in accordance with AHCCCS Contractor Operations Manual (ACOM) 446 for

NoE
(LasT,

grievances and investigations.

ADDRESS:

zr
CopE:

PHONE:

APPEAL
rasolve the problem, attaching additional pages as nscessary.)

R SMI Appeal: Appeals are filed when a member disagrees with decisions

regarding eligibility for behavioral health services, including TXIX services, fees
and waivers; assessments and further evaluations; and services and treatment

WHAT SOLUTION DO YOU WANT?

plans. This process is in accordance with AHCCCS Contractor Operations
Manual (ACOM) 444 for the notice and appeal requirements.

446, Attachment A - Page 1 of 2
0119, 030121

Locate the SMI Grievance/Appeal Form here
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https://www.azahcccs.gov/shared/Downloads/ACOM/PolicyFiles/400/446.pdf
https://www.azahcccs.gov/shared/Downloads/ACOM/PolicyFiles/400/444.pdf
https://www.azahcccs.gov/shared/Downloads/ACOM/PolicyFiles/400/444.pdf
https://apps.azsos.gov/public_services/Title_09/9-21.pdf
https://apps.azsos.gov/public_services/Title_09/9-21.pdf
https://apps.azsos.gov/public_services/Title_09/9-21.pdf
https://www.azahcccs.gov/shared/Downloads/ACOM/PolicyFiles/400/446A.docx

Individual Advocacy

e Supports individualized recovery and outcomes by identifying services and interests that
maximize strengths, independence and integration into the community.

® Promotes continuity of care and the proper supports in place that may reduce relapses and
re-admissions.

® Ensures appropriate referrals to care settings, and that additional needs such as, but not
limited to, housing, employment, and supplemental income are addressed.

e Facilitates the team approach and integrated care, increasing the potential for successful
outcomes.

e Advances an individual’s right to receive services that are adequate,

appropriate, consistent with their individual needs, and least restrictive.

Some treatment planning decisions are made on behalf of members if they have a Health
Care Decision Maker (HCDM), which is defined as: An individual who is authorized to make
health care treatment decisions and is sometimes referred to as a guardian. AHCCCS

Contract and Policy Dictionary



https://www.azahcccs.gov/Resources/Downloads/ContractAndPolicyDictionary.pdf
https://www.azahcccs.gov/Resources/Downloads/ContractAndPolicyDictionary.pdf

Individual and Community

Lia Ballesteros
OHR Lead Advocate

SAHCCCS 4



Individual + Community Advocacy

Individual Advocacy

Education on policy &
processes, using resources and
collaboration as tools

Arizona Health Care Cost Containment System

Range of Influence

Engaging in individual and
community advocacy can
advance an individual’s range
of influence and ability to bring
about impactful changes to all
stakeholders and the system of
care as a whole.

Community Advocacy

Events such as AHCCCS or
health plan feedback forums
for members, families,
providers, and stakeholders, or
participating in workgroup and
committees
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Advocate of the Day Q- Q ““““““ Q

OHR operates a single statewide phone line during business hours to provide technical
assistance to anyone living with a Serious Mental lliness. Technical assistance could

include:
2022 ¢
Y-T-D Calls
-— o Y
°
()
-

Providing education and resources for behavioral health services in
Arizona,

Helping a person understand their rights as an individual living with
a Serious Mental IllIness,

Helping an individual to understand their treatment options, and

Educating about the grievance and/or appeal process.

1-800-421-2124
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https://www.azahcccs.gov/AHCCCS/HealthcareAdvocacy/ohr.html
https://www.azahcccs.gov/AHCCCS/HealthcareAdvocacy/OIFA/Tools.html
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Overview
The Office of Individual and Family Affairs (OIFA)

Susan Kennard
OIFA Administrator



OIFA Mission

The Office of Individual and Family Affairs promotes
recovery, resiliency, and wellness for individuals whose
lives have been impacted by mental health and/or
substance use challenges.

AHCCCS

a Health Care Cost Containment System
Offlce of lndnwdual and
Family Affairs

** Arizona Health Care Cost Contalnment System
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Office of Individual and Family Affairs (OIFA)

The AHCCCS Office of Individual and Family Affairs (OIFA) takes pride in
helping members and family members in the public health care
system. OIFA is dedicated to three core areas:

Our actions, initiatives, and successes drive us toward our core goals.

** AriZ0he Health Cate Cost Contolafient Syslem




Member Voice and Education Events

' AHCCCS Community Forums

‘ Community Policy Workgroup
‘ AHCCCS Hot Topics

‘ Jacob’s Law Training
‘ ’Healthcare System Navigation

View the calendar of events at: https://www.azahcccs.gov/shared/AHCCCScalendar.html
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Advocacy Resources

Brenda Morris
OHR Administrator
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http://www.azahcccs.gov

Arizona Health Care Cost Containment System

Navigating the AHCCCS Website

Learn more about coronavirus (COVID-19)

AHCCCS B e

HOME AHCCCSINFO | MEMBERS/APPLICANTS | PLANS/PROVIDERS | AMERICAN INDIAN: RESOURCES | FRAUD PREVENTION | CRISIS?

Behavioral Health Contractor Changes Coming Oct. 1

@lele

Arizona Health Care Cost Containment System (AHCCCS) is Arizona's Medicaid agency that offers health care programs to serve Arizona residents. Individuals must meet certain

income and other requirements to obtain services.

f Non-Discrimination

No Discriminacion

Espaiio néBizaad  TiéngViet BEEFY  duywl Tagalog &30 Deutsch rps

Hello there! | am AVA, your AHCCCS X
A = Peeee Wl Virtual Assistant. How can | help you VN

0 Y 7/ dd/sA/
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Calendar

News & Updates

A listing of current AHCCCS News & Updates. A lizst of upcoming events at AHCCCS A list of resources to 3ssist you with getting the help
you need

Health-e-
Arizona PLUS

Apply for AHCCCS Benefits st Health-e-Arizona Plus A list of contacts at AHCCCS

N

< )
Public Notices ‘

L N

View demonstration projects, notices,
meeting/hearing dates and provide comments




- Oversight of Health Plans

>

>

Administrative Actions

Contracted Health Plan Audited Financial
Statements

Change in Ownership Activities
Operational Reviews

Quality and Performance Improvement
Request to Lift Enrollment CAP

System Of Care

Governmental Oversight

Federal and State Requirements
Legislative Sessions

Waiver

State Plans

Budget Proposals

County Acute Care Contributions

Health Plan Report Card

" Arizona Health Care Cost Containment System

Reports

Dashboards

Reports to CMS

Reports to the Legislature
Population Reports

Enroliment Reports by Health Plan
Financial Reports

Behavioral Health Reports

Solicitations & Contracts

Solicitations, Contracts & Purchasing
Open Solicitations

Closed Solicitations

Contract Amendments

Medicare D-SNP Agreements
Bidders Library

Vendor Registration

Public Health

COVID-19 Information
Monkeypox Virus and Vaccination Information

| FRAUD PREVENTION CRISIS? -

Guides - Manuals - Policies _

Training
Fee-for-Service Provider Training
MCO Provider Training

Grants

—

Federal Funding Accountability and
Transparency Act

Current Grants

Electronic Data Interchange
(EDI)

EDI Technical Documents
EDI Testing
EDI Change Notices

(1

Community Partners
(HEAplus)

Pharmacy
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" Arizona Health Care Cost Containment System

About Us

Acronyms

AHCCCS Programs

Awards & Studies

COVID-19 Information
Description of AHCCCS Programs
Director's Biography

News & Press Releases

Strategic Plan

Initiatives

AHCCCS Whole Person Care Initiative (WPCI)
AHCCCS Complete Care

Care Coordination & Integration

Payment Modernization

Heaith Information Technology (HIT)

Private Sector Partners

Targeted Investments

Electronic Visit Verification

Accessing Behavioral Health Services in Schools

AHCCCS Works Community Engagement
Program

Emergency Triage, Treat and Transport (ET3)

Public Notices
Program Planning

Healthcare Advocacy

Mental Health First Aid
Office of Human Rights
Office of Individual and Family Affairs

Resources for Foster/Kinship/Adoptive Families
Committees and Workgroups

Transparency
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Learn about AHCCCS’ Medicaid Program on

YouTube!
1 [ AHCGCS/
Explains. ..
-~ Medicaid Eligibility | B °h

Public Health Emergency

3 YouTube

Watch our Playlist:
Meet Arizona’s Innovative Medicaid Program

" Arizona Health Care Cost Containment System



https://youtube.com/playlist?list=PLKKTE5l7eU5zHx7rHEOO0arbZDi4M5x0t

Health Plans, ACC-RBHA and TRBHA Contacts

Health Plans, ACC-RBHA or TRBHA

Banner — University Family Care LTC

Customer Service

1-833-318-4146

Banner UFC

Mercy Care LTC

1-800-624-3879

Mercy Care LTC

Carelst Arizona

1-866-560-4042

Carelst Arizona

Mercy Care RBHA

1-800-564-5465

Mercy Care RBHA

AHCCCS American Indian HP

1-800-654-8713

American Indians-AlHP

United Healthcare LTC

1-800-293-3740

UHC LTC

Arizona Complete Health

1-888-788-4408

AZ Complete Health

Gila River TRBHA

1-520-562-3321

Gila River TRBHA

Pascua Yaqui TRBHA

1-520-879-6060

Pascua Yaqui TRBHA

Navajo Nation TRBHA

1-928 871-6000

Navajo Nation TRBHA

White Mountain Apache TRBHA

1-928-338-4811

White Mountain Apache TRBHA
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http://www.bannerufc.com/
http://www.mercycareaz.org/
https://www.care1staz.com/
http://www.mercycareaz.org/
https://www.azahcccs.gov/AmericanIndians/AIHP/
http://www.uhccommunityplan.com/
http://www.azcompletehealth.com/completecare
http://grhc.org/bhs/
https://www.pascuayaqui-nsn.gov/health-services/centered-spirit/
https://www.navajo-nsn.gov/index.htm
https://www.wmabhs.org/

Resources: Rule and Statutes

Arizona Administrative Code:

Rights for Members Living with a Serious
Mental lllness-Arizona Administrative Code
(R9-21)

Arizona Revised Statutes:
Court Ordered Evaluation and Treatment-
A.R.S. Articles 4 & 5, 520-544

Confidential Records-A.R.S. 36-509

Guardianship of Incapacitated Adults- Title
14, Chapter 5, Article 3
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https://apps.azsos.gov/public_services/Title_09/9-21.pdf
https://apps.azsos.gov/public_services/Title_09/9-21.pdf
https://www.azleg.gov/arsDetail/?title=36
https://www.azleg.gov/arsDetail/?title=36
https://www.azleg.gov/viewdocument/?docName=https://www.azleg.gov/ars/36/00509.htm
https://www.azleg.gov/arsDetail/?title=14
https://www.azleg.gov/arsDetail/?title=14

Resources: Policies and Manuals
AHCCCS Medical Policy Manual (AMPM)

Discharge Planning - AMPM 1020/Utilization Management

Special Assistance for Members with a SMI - AMPM 320-R

Behavioral Health Covered Services- AMPM 310-B

Medical Records and Communication - AMPM 940

Case Manager Requirements - AMPM 570

AHCCCS Contractor Operations Manual (ACOM)

SMI Appeals-ACOM 444
SMI Grievance and Investigations-ACOM 446
SMI Grievance/Appeal Form
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https://www.azahcccs.gov/shared/Downloads/MedicalPolicyManual/1000/1020.pdf
https://apps.azsos.gov/public_services/Title_09/9-21.pdf
https://www.azahcccs.gov/shared/Downloads/MedicalPolicyManual/300/310B.pdf
https://www.azahcccs.gov/shared/Downloads/MedicalPolicyManual/900/940.pdf
https://www.azahcccs.gov/shared/Downloads/MedicalPolicyManual/500/570.pdf
https://www.azahcccs.gov/shared/Downloads/ACOM/PolicyFiles/400/444.pdf
https://www.azahcccs.gov/shared/Downloads/ACOM/PolicyFiles/400/446.pdf
https://www.azahcccs.gov/shared/Downloads/ACOM/PolicyFiles/400/446A.docx

Additional Advocacy Resources

AHCCCS OHR Web page
AHCCCS OIFA Web page
AHCCCS Related Acronyms

AHCCCS Contract and Policy Dictionary
AHCCCS Community Events Calendar l .
P

** Arizona Health Care Cost Contalnment System



https://www.azahcccs.gov/AHCCCS/HealthcareAdvocacy/ohr.html
https://www.azahcccs.gov/AHCCCS/HealthcareAdvocacy/OIFA.html
https://www.azahcccs.gov/shared/acronyms.html
https://www.azahcccs.gov/Resources/Downloads/ContractAndPolicyDictionary.pdf
https://www.azahcccs.gov/shared/AHCCCScalendar.html

Upcoming Forums and Trainings

AHCCCS 66
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Upcoming AHCCCS Advocacy Training

Register for upcoming trainings by clicking on the name of the course.

A
)
v 2 X

Why Assess for Special Assistance for Individuals Living with a Serious Mental lliness

1/26/2023
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https://ahcccs.zoom.us/webinar/register/WN_cpaf4F8sRyumf3KDV5d7hg?_x_zm_rtaid=c0JiTj-0S_a9hmh5DqP1JQ.1661196166965.eb3c53cb795976f7f340b7a58b901619&_x_zm_rhtaid=248

Upcoming Forums and Events

Hot Topics (December):
Mon., 12/19, 12:30 p.m. - 1:30 p.m. Register in Advance

AHCCCS Community Forum (January)
Mon., 1/16, 10:00 a.m. - 12:00 p.m. Register in Advance
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https://ahcccs.zoom.us/webinar/register/WN_HufWrR0gSvma3SXXq7BlIw
https://ahcccs.zoom.us/webinar/register/WN_uew5YYHlRGW4ZhSb7S_65g

Follow & Support AHCCCS on Social Media

facebook Ewitker (@) Instagram Linked[ @B YouTube

Handle: Handle: Handle: Handle: Channel:
@AHCCCSqgov @AHCCCSqgov @AHCCCSGov @AHCCCS AHCCCSqgov

N e T !

AN

\q



https://www.facebook.com/AHCCCSgov
https://mobile.twitter.com/AHCCCSgov
https://www.instagram.com/ahcccsgov/
https://www.linkedin.com/company/ahcccs
https://www.youtube.com/channel/UCpGimfqK_FSS8-FoVVwUEwg
https://mobile.twitter.com/AHCCCSgov
https://www.youtube.com/channel/UCpGimfqK_FSS8-FoVVwUEwg
https://www.linkedin.com/company/ahcccs

Questions?

** Arizona Health Care Cost Contalnment System




Thank You.

** Arizona Health Care Cost Contalnment System




Special Assistance Members by Health Plan
as of December 1, 2022

@ Mercy Care Regional Behavioral Health
Agreement

@ WMercy Care DDD

AZCH Regional Behavioral Health
Agreement

United Health Care LTC
UHC/DDD

Banner UFC LTC
Mercy Care LTC

Care 1st Arizona

AHCCCS American Indian Health Plan

Navajo Nation Tribal Regional Behavioral
Health Authority

Gila River Indian Community Tribal Regional
Behavioral Health Authority

' White Mountian Apache Tribal Regional
Behavioral Health Authority

Pascua Yaqui Triba Regional Behavioral
Health Authority

“AHCCCS

zona Health Care Cost Containment System
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- ACTION PLAN
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ACT CHECK IMPLEMENTATION

Action Initiated by OHR

Total YTD as of December 1, 2022

SMI Grievances 172

Potential Quality of Care (QOC)/referrals 5
SMI Appeals 69

Letters Noting Concerns (LNC) 48

Additional Actions by the Office of Human Rights
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https://www.azahcccs.gov/AHCCCS/healthcareadvocacy/ohr.html

