Protocol for Service Plans Completed via Telephone
Purpose:  To support the client’s ability to participate in Employment First

A. Service plan must be completed during a face to face conference between the case manager and the participant.  Exceptions can be made to this requirement when:

1. The individual is exempt due to Incapacity,

2. The individual is exempt due to domestic violence,

3. Conditions such as distance and weather hinder the contractor’s ability to meet with the client.
And the situation makes it impossible for the case manager and the client to meet.
B. A telephone service plan cannot be completed if the participant’s previous service plan was completed by telephone.
C. The request to complete a telephone service plan must be approved by the contract manager for the service area.  Once approval is received, the following requirements apply to the actual telephone conference:

1. The telephone conference will be scheduled via N-Focus Speednote, or a documented phone contact.

2. The case manager will verify the participant’s phone number.

3. At the scheduled time:
a. The Case Manager will make a minimum of three attempts to contact the participant within the first 15 minutes.  

b. If the participant does not respond, it is considered a missed appointment.  Follow noncompliance process regarding missed appointments.

4. During the actual phone conference the Case Manager will:

a. Ask for identifying information, i.e. to verify it is indeed the participant on the phone.

b. Clarify that it is convenient to complete the plan at that time.  If it is not, reschedule if appropriate.  Enter narrative related to the rescheduled time.
c. Explain the purpose of the call:

· Review the Assessment

· Review progress with current Service Plan

· Complete new service plan

· Review current hours of participation

· Answer questions

d. Assist the participant in developing the Outcome and strategies of the new service plan
e. Read verbatim the service plan as finally developed

f. Agree to a date by which the service plan will be signed and returned by the participant.

Note:  The service plan is not valid until the participant signs and returns the plan.
g. Explain that if the plan is not signed and returned, it will be considered nonparticipation and a sanction could be requested.
D. At the conclusion of the telephone conference, the following steps will apply:
1. The Case Manager will document that a Telephone Service Plan was completed, including what criteria used based on Section A of this document.  The Case Manager will also outline the action steps by the Case Manager and participant, including:

a. Method in which the participant will receive the service plan

b.  Participant deadline to sign and return the service plan

2. The Case Manager will print and sign service plan

3. The Case Manager will mail the service plan to the participant and explain it will not be considered valid until received, and date stamped, by the contractor.
4. The Case Manager will save an electronic copy of the service plan but will not paste it into N-Focus narrative.
5. The Case Manager will set an alert via NFOCUS to remind him/her when the service plan is due.
6. When the signed Service Plan is received it will be date stamped and scanned into N-Focus.

7. If the signed Service Plan is not received, process to sanction should be followed.

E.  A sanction cannot be requested on a participant who has a Service Plan completed using this process.

