NOTICE
GRAND TRAVERSE COUNTY BOARD OF COMMISSIONERS
STUDY SESSION

Wednesday, February 8, 2017
5:30 p.m.

Governmental Center, Commission Chambers
400 Boardman Avenue
Traverse City, Michigan 49684

The purpose of this study session is to provide an overview of the Commission on Aging (COA)
and findings and recommendations of the Quality Assessment Panel and County
Administration.

Please remember this Study Session is to review information only. No formal action will be
taken at the meeting.

If you are planning to attend and you have a disability requiring any special
assistance at the meeting, please notify the County Clerk immediately at 922-4760.

AGENDA
1. OPENING CEREMONIES OR EXERCISES
2. ROLL CALL

3. FIRST PUBLIC COMMENT

Any person shall be permitted to address a meeting of the Board of Commissioners which is required to be open to the
public under the provision of the Michigan Open Meetings Act. Public Comment shall be carried out in accordance with
the following Board Rules and Procedures:

Any person wishing to address the Board shall state his or her name and address.

No person shall be allowed to speak more than once on the same matter, excluding time needed to answer
Commissioners’ questions, if any. The Chairperson shall control the amount of time each person shall be allowed to
speak, which shall not exceed three (3) minutes. The Chairperson may, at his or her discretion, extend the amount of
time any person is allowed to speak.

Public comment will be solicited during the two public comment periods noted in Rule 5.4, Order of Business. However,
public comment will generally be received at any time during the meeting regarding a specific topic currently under
discussion by the board. Members of the public wishing to comment should raise their hand or pass a note to the clerk in
order to be recognized, and shall not address the board until called upon by the chairperson.

4. Commission on Aging Overview and Discussion of Findings and Recommendations
of the Quality Assessment Panel and County Administration.



Attachments — Background Information:

A. Memo: August 15, 2016, “Commission on Aging Assessment Panel”

B. Memo: August 24, 2016, “Commission on Aging Update”

C. Memo: September 6, 2016 “Quality Assessment Panel and COA Board Questions”

D. Memo: October 5, 2016, “Initial Recommendations of the Quality Assessment Panel”

E. Newsletter: October 18, 2016: From the Desk of Tom Menzel, County Administrator,
COA Update

F. Memo: November 8, 2016, “Commission on Aging”

G. Memo: November 29, 2016, “Commission on Aging Board Redesign and Millage
Reduction and Savings Taxpayers $750,000"

H. Memo: December 14, 2016, “COA Staff Update”

I. Memo: December 21, 2016, “Commission on Aging Update”

J. Memo: January 12, 2017, “Commission on Aging — Proposal to Establish a

Management Services Agreement and Authorize Approval of the AAANM
Agreement”

5. Discussion

6. SECOND PUBLIC COMMENT (Refer to Rules under Public Comment above)

7. ADJOURNMENT
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From the Desk of Tom Menzel

Grand Traverse County Administrator

October 18, 2016

The County’s Path to Financial Stability

Less than a year ago, I was
hired by the Board to be the
County Administrator with a
focus on bringing financial
stability to the County and to
review all of the departmental
systems and processes to
determine their effectiveness
in the delivery of County

services.

The Board and I have worked
hard to address difficult
issues by making decisions
that are bold, objective,
measurable, and business
based. The intent is to move
the organization forward in a
positive way that benefits

those that we serve and the

employees that deliver those
services by providing both
with a stable financial

future.

We are working hard to plan
now to provide services in
the future and in doing so,
make the critical decisions
that ensure our region and
children will have a secure
future in a vibrant and

growing community.

That is what we are doing
here at the County and this
newsletter will provide you
with some updates about

our work.

“Change is inevitable, but growth is optional. The
only guarantee is that nothing ever stays the same.”

Commission on Aging

There has been a lot of
misunderstanding about the
work that’s being done at the
Commission on Aging (COA).

First, services at the COA will

continue to be maintained.

What we want to achieve is
better service, with better
trained staff that have better
resources to work with.

I formed a Quality

Assessment Panel to review

13

I often get asked, what's the
vision? Where’s Grand
Traverse County going to be
in 20207

Well, we are going to
provide the organization
and leadership that our

community needs.

We are going to implement
services based on standards
that our community

demands.

This means, we want a high-
performing organization
that gives the tax-payer a
high return-on their tax
dollar.

We want an organization
that utilizes updated
technology to advance our
transparency and

accountability.

We want an organization
that values human resources
and recognizes their

contributions.



how things operate at the
COA and if we were in

compliance with State

regulations and best-practices.

Right now, I've found that we
aren’t complying with best-

practices and some State

regulations that we should be,

which creates liabilities. As a
result, we are taking
immediate action to correct

theses non-compliance issues.

My charter is to make sure
that we are operating in an
efficient and effective manner
and that we are providing
employees with a safe

working environment with

good management skills
in place to lead them.

I want to increase the
quality of services at the
COA, shorten wait
times, and increase
COA’s value by
building upon the many
good things that the
COA has already
completed.

If you have concerns,
please don’t hesitate to

contact me.

Vision for 2020

continved...
We want an organization that is

pro-active and innovative and

not frightened by change.

We want an organization that
invests in our employees, by
offering training and
development options that offer

new opportunities for them.

We want an organization that
makes balanced business-based

decisions.

Last but not least, we want an
organization that works for the
public and that establishes
public trust.

If you have questions or concerns, contact Tom Menzel, County
Administrator via e-mail or by calling him.
TMenzel@GrandTraverse.org or 231.922.4797

Technology-Ready

Accountahle
service-Driven .
Planned-investmentPro-Active
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Balanced [:ullahuratlve
= Innmn:ltnne_,=

Driver.

14

fion=

gamza

Iurming I

fer


mailto:TMenzel@GrandTraverse.org

15



16



17



18



19



20



21



22



23



24



25



26



27



28



29



30



31



Memorandum

Grand Traverse County

County Administration

400 Boardman Avenue

Traverse City, Michigan 49684
(231) 922-4780 Fax (231) 922-4636

TO: Board of Commissioners ,\{\(‘
FROM: Tom Menzel, Administrator é” ! \,
Jennifer DeHaan, Deputy Administrato@

DATE: January 12, 2017

SUBJECT: Commission on Aging — Proposal to Establish a Management
Services Agreement & Authorize Approval of the AAANM Agreement

In a December 21, 2016 memo, we provided an update regarding the efforts to resolve
issues identified at the Commission on Aging through the review completed by the
Quality Assessment Panel. In that memo, we also recommended the exploration of a
Management Services Agreement (MSA) to meet HIPAA compliance and to
subsequently provide supervision and management of home healthcare, respite,
homemaker, and foot-care services.

Since that time, we have been in discussions with Comfort Keepers the current provider
of stand-by and back-up services for the Commission on Aging. it is important to note,
that in 2016, the County issued a request for proposals to provide these services and
Comfort Keepers was the only responding agency and was subsequently awarded a
contract to provide services in 2017.

Given the historical and ongoing relationship between Comfort Keepers and the COA
our mutual knowledge of one another’s services and abilities, it is the most practical and
logical method to address the issues at the COA and also enhance services.

Enhanced Staff Resources and Administrative Processes

The Management Services Agreement which is proposed will provide the following:
immediately address concermns related to the County’s compliance with HIPAA;
Enhance client services by providing top-of-the-line professional training to staff;
Elevate COA services to meet best practices and higher standards;

Provide for the use of technology that is desperately needed to maximize
services and staffing resources;

1/8
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Provide for the use of technology that is desperately needed to maximize
services and staffing resources;

Provide clients with the ability to utilize third-party payers, where available, to off-
set their out-of-pocket expenses, this is currently not available through the COA;
Provide access to national resources and expertise that have a proven ability to
provide services in northern Michigan;

Implement specialized technology that will provide family members and
authorized individuals with secure access to information regarding care and
services;

Maintain all existing direct care staff as County employees with ali the benefits
and compensation afforded to them as County employees;

Streamline the antiquated and outdated office functions to be more efficient,
eliminating the need for staff to spend time printing, cutting paper, and taping
documents to sheets of paper.

In addition, staff currently relies upon volunteers for billing clients, which provides
them access to client information and creates a significant concern regarding
violations of HIPAA,

For some staff, there is a desire to serve more clients and we are looking into
added value between the two entities to do so.

Overall, an MSA, if approved would apply the best practices and industry standards for
staff and clients of the COA and enable the COA to evolve and adapt to the complex
needs of our growing senior population.

No impact to Client Services
To the client, we foresee no impact to services as the following will be in place:

Their existing worker that is assigned will continue to be the same worker as long
as that worker remains employed with the County.

The client needs and desires will be uploaded to a secure automated electronic
work order system that will allow staff to view a history of service, see ciient
needs, and make notes as appropriate to provide a record of work history.

Staff will utilize a telephone to check-in and check-out of clients home, which will
build accountability and provide an additional safety feature for clients and staff.
Authorized members of family or guardians may access service records online
and review and communicate directly with staff via the secure online web portal.
Establish seamless back-up services by training and having a team of staff
available to respond to client needs. The primary worker will remain primary, but
when they go on vacation or unfortunately become iil and unable to work, a client
will have a service provider that they are familiar with and the service worker will
be familiar with their standards and expectations and have information at their
finger-tips to meet the client expectations.

Current services from the COA are only available Monday-Friday from 8am-5pm,
if a COA Client would desire weekend, evening, or services on Holidays, those
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can be provided through this expanded MSA partnership. County staff will not be
required to work beyond their regular hours.

It is important to clients to be comfortable with the staff and to be familiar with
whomever is providing services. This partnership will enhance that ability for clients and
will allow staff to be assured that services will be maintained to the client standards.
This will provide a significant benefit to staff and clients through affirming a continuity of
services.

Due to the ability to utilize the technology that is available through Comfort Keepers, the
COA is expected to experience a cost-reduction for the department as well as savings
for supplies, technology, and indirect costs. These costs/savings can be reallocated to
meet other client needs and provide direct services. The future structure of the
department will be determined based upon the knowledge, skills, and abilities that are
necessary to maintain the restructured services. As the office is restructured, current
staff will be given preference to fill those positions which are necessary to support the
reconfigured operations.

Conclusion
If approved by the Board of Commissioners, the Management Services Agreement will
achieve the following:

e Ensure COA compliance with all HIPAA requirements such that the County can
meet contractual obligations required by AAANM and maintain existing services.

o Implement specialized technology that will provide family members and

authorized individuals with secure access to information regarding care and

services;

Immediately address concerns related to the County’s compliance with HIPAA;

Enhance client services by providing top-of-the-line professional training to staff,

Elevate COA services to meet best practices and higher standards;

Provide for the use of technology that is desperately needed to maximize

services and staffing resources;

o Provide clients with the ability to utilize third-party payers, where available, to off-
set their out-of-pocket expenses, this is currently not availabie through the COA;

e Provide access to national resources and expertise that have a proven ability to
provide services in northern Michigan;

e The increased technology can provide family members and authorized
individuals with secure access to information regarding care and services;

e Maintain all existing field staff as County employees with all the benefits and
compensation afforded to them as County employees;

e Streamline the antiquated and outdated office functions to be more efficient,
eliminating the need for staff to spend time printing, cutting paper, and taping
documents to sheets of paper.
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¢ In addition, staff currently relies upon volunteers for billing clients, which provides
them access to client information and creates a significant concern regarding
violations of HIPAA,; ) .

¢ For some staff, there is a desire to serve more clients and we are looking into -
added value between the two entities to do so.

It is proposed that the MSA be a two-year agreement with an option for a one-year
extension. The rationale for proposing a contract for this length of time is due to the
necessary time to transfer the management functions in the first year and make any
necessary adjustments. The second year will be utilized for further evaluation of the
services provided. Upon successful determination/evaluation of the first two years of
service, the County Board would be able to consider extending the agreement for an
additional one-year.

If the MSA is not approved, County Administration would recommend that we
immediately provide notice to AAANM that we are unable to meet the requirements of
the AAANM Agreement and will cease the provision of services to these clients. This
will potentially result in a negative impact to clients as COA staff will no longer be able
to serve them. And, the County would be accepting a lower-standard of service for the
COA clients than is a standard expected from other providers.

To further address any questions that the Board may have, attached is a list of
Frequently Asked Questions.

Attachments:
Frequently Asked Questions
Comfort Keepers Proposal
Commission on Aging Update Memo - December 21, 2016

418
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Commission on Aging

Frequently Asked Questions Regarding the Quality Assessment Panel and the

Question;

Answer;

Question:

Answer;

Question:

Answer:

Question:

Answer;

Question:

Answer;

Question:

Answer:

Management Services Agreement
January 2017

Why was the Quality Assessment Panel established?

As County Administration began working with the COA a number of issues
were identified that raised concerns. The first being a lack of supervision
of staff, entering into an invalid contract that COA staff did not have
authority to do - a conflict of interest with a COA Board member as a party
to that invalid agreement, lobbying by COA staff for salary increases, and
a host of other issues that were of significant concern to warrant the
establishment of a Quality Assessment Panel (QAP).

What prompted this recommendation to establish a Management Services
Agreement?

During the review completed by the QAP, it was identified that the COA
Board had recommended that the Board of Commissioners approve an
annual Agreement with the AAANM. Upon review of this Agreement, it
clearly requires compliance with HIPAA standards and in inquiry was
made to the COA regarding this. The COA does not have any policies or
standards related to HIPAA. Therefore, County Administration could not
recommend that the Board of Commissioners approve this agreement.

Is the COA HIPAA compliant?

A cursory review of the policies, procedures, and observation of the
operations at the COA do not indicate compliance with HIPAA standards.
At the most basic level, there is no current policy and/or procedure related
to HIPAA and our IT Department has identified information contained
within the system which would not meet HIPAA compliance.

Can’t the COA just adopt a HIPAA policy and be compliant?

The COA has reviewed model HIPAA policies and procedures from
various organizations. The implementation of HIPAA is extremely complex
and beyond the scope of knowledge of anyone currently at the COA.

Does the COA maintain healthcare records?
Yes, the COA maintains records for clients that receive home heailthcare
services, many of which also receive homemaker aide services.

Can’t we only transfer the home healthcare services?

Yes, we could only do that. However, when providing services to senior
citizens, it would follow hest-practice to have a coordination of services

and therefore information. Such that, contact with one service is done in
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Question:

Answer:

Question:

Answer:

Question;

Answer;

Question:

Answer:

Question:

Answer:

Question:

Answer:

Question:

Answer:

Question:

coordination with another as information that could be shared between the
service providers could help the worker and the client.

Does the COA transmit heaithcare data electronically?

The COA utilizes a number of methods to communicate and maintain
heaithcare information. Staff communicate using text, email, and maintain
information on paper records and in a database.

Is there healthcare related information in the Access Database?
A full review of the hundreds/thousands of records would be necessary to
confirm health information.

What steps is IT taking to address security of these records?

As noted in the prior IT audit and in subsequent reviews, the County’s IT
infrastructure is in desperate need of investment to address security
refated issues. While IT is currently undertaking a number of steps, we are
not willing to risk exposure for clients of the COA due to a lack of
investment in the past. IT efforts are on-going to evaluate, secure, and
maintain services.

Did the County issue an RFP and request bids for services?

In late 2016, the County issued an RFP to identify a provider to provide
standy-by and back-up services. The County received one response from
Comfort Keepers and they were awarded the contract.

Can the County simply not provide services to the clients that are covered
under the AAANM Agreement?

Yes, the County could not provide services to these clients. However, we
would not be providing these services because we do not meet the higher
qualifications and standards of the AAANM. Therefore, we would be
accepting lower standards for COA clients than other providers require.

How will this impact direct-care staff?

All existing field staff for the home health aides, foot care, respite, and
homemaker aides will maintain their status as County employees and be
afforded the same benefits as they currently do.

What is the savings associated with the Management Services
Agreement?

The technology that is available through the MSA will provide
opportunities for efficiencies that will likely result in cost-savings

What benefits will be provided to the Clients of the COA under the
Management Services Agreement?
6/8
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Answer:

Question:

Answer:

Question:

Answer:

Question:

Answer:

Question:

Answer:

Immediately address concerns related to the County’s compliance with
HIPAA.

Enhance client services by providing top-of-the-line professional training to
staff.

Elevate COA services to meet best practices and higher standards.
Provide for the use of technology that is desperately needed to maximize
services and staffing resources.

Provide clients with the ability to utilize third-party payers, where available,
to off-set their out-of-pocket expenses, this is currently not available
through the COA.

Provide access to national resources and expertise that have a proven
ability to provide services in northern Michigan.

The increased technology can provide family members and authorized
individuals with secure access to information regarding care and services.
Maintain all existing field staff as County employees with all the benefits
and compensation afforded to them as County employees.

Streamline the antiquated and outdated office functions to be more
efficient, eliminating the need for staff to spend time printing, cutting
paper, and taping documents to sheets of paper.

In addition, staff currently relies upon volunteers for billing clients, which
provides them with access to unnecessary information and is potentially a
violation of HIPAA.

How will clients be impacted?

Services will continue to be maintained for all clients and no direct
changes will impact them. If anything, they will receive enhanced services
as staff will have access to training and resources to connect clients with
additional resources.

Will the Home Chore services be impacted by these changes?

No. In fact, Comfort Keepers has indicated that we may be able to partner
on software to combine billing and information which will result in
additional efficiencies for clients of the COA.

Is the County still going to hire a Director for the COA?
Yes. We are currently in the final stages of reviewing a candidate and
hope to announce that the position has been filled.

What other changes are in store for the COA?

We are continuing to review the recommendations of the QAP and the
subsequent work that is being done on-site. There are a number of issues
that still need to be addressed and we are hopeful the new director will
further guide the development of these solutions.
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Question: s the recruitment for the Advisory Board underway?

Answer; We expect this will be announced in the first quarter, once the COA
Director is in-place. This connection to experts in the field will provide a
valuable resource for the Director.

Question:  If this Management Services Agreement and the AAANM Agreement are
not authorized, what impact will this have on the COA and Clients?

Answer: County Administration would immediately notify AAANM that we cannot
sign the Agreement due to non-compliance with the HIPAA requirements.

8/8
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PROPOSAL TO PROVIDE MANAGEMENT SERVICES FOR
GRAND TRAVERSE COUNTY COMMISSION ON AGING HOME CARE SERVICES

To: Jennifer DeHaan, Deputy Administrator, Grand Traverse County
From: Russ and Leslie Knopp, Owners, Comfort Keepers

Date: January 12, 2017

Introduction

We are pleased to present this proposal for Management Services that will expand our
ongoing partnership with the Grand Traverse County Commission on Aging (GTCOA) to
benefit its employees, clients, and constituents. The Management Services Agreement
(MSA) will be executed in partnership with Commission on Aging and other County staff
members to assure a seamless transition and collaboration to achieve the desired goals
and impact.

Comfort Keepers #615 has been 100% locally owned and operated by long-time County
residents, Russ and Leslie Knopp since 2005. As a member of a global franchise
system, Comfort Keepers has access to nationally vetted best practices, technologies,
and professional resources that can be leveraged immediately to benefit the County, its
employees and constituents.

1107 E. Eighth Street | Traverse City, Mi 43686
Ph: {231} 29-9044 | Tolf Free: {B65) 929-9044 | Fax: {231} 947-2477 | ComforiKeepers.com/Cffice-615
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Description of Proposed Services

The following detail serves as an overall description of how responsibilities will be
distributed and managed within the partnership. Under the proposed Management
Services Agreement Comfort Keepers will oversee and coordinate the provision of
Homemaker, Home Heaith, Respite and Foot Care programs.

Comfort Keepers will perform the following functions:
1. Client Care Management:

a. Conduct client admissions including pre-screening, qualification and bill rate,
assessment, care planning, release of information, and policy review.

b. Identify potential opportunities to leverage third-party payors to cover costs for
services not currently provided by the COA, and make referrals.

¢. Investigate and respond to client status changes, concerns, and issues as
needed.

d. Communicate with clients and family members as needed to assure appropriate
services to meet needs are in place, and that services received are meeting
expectations.

2. Staff Support and Supervision:

a. Supervise all homemaker aides, home health care aides, universal aides, foot
care staff, and RNs including field visits, coaching, problem-solving and
communication to assure excellence in client care.

b. Provide documented training for direct care staff to ensure compliance with
HIPAA and any other applicable regulations.

c. Provide ongoing training for direct care staff on topics that will enhance skills,
confidence, service, and quality of care.

d. Train all direct care staff in the use of our proprietary home care management
software to streamline paperwork, document services provided with real-time
telephony, manage schedules and client care plans, and communicate.

e. Develop and implement a program to acknowledge significant events and
recognize outstanding performance of direct care staff.

f. Conduct all phases of the process to hire, onboard, and train new direct care
staff in order to increase the COA’s capacity to provide services, fill vacancies,
and eliminate waiting lists. New hires will be employees of Comfort Keepers.




3. General Operations:

a.

Implement policies and training as needed to ensure regulatory compliance with
terms of the AAANM Agreement and State of Michigan regulations related to
home health care and nursing.

Set-up GTCOA program data, client care management, and direct care staffing
operations on our state of the art, cloud-based home care software product that
provides a full range of features for operations, financials and in-home services.
The program is HIPAA compliant and SSAE 16 certified. All data housed in the
system is fully exportable, should the County decide not to use the software in
the future. Included will be:

s Employee scheduling calendar that centralizes all client and care provider
information and provides easy access to document time-off requests,
client requests for schedule changes, and to make adjustments to the
weekly schedule.

¢ (Client management including profiles, contacts, assessments, tasks and
follow-up tracking and a customized assessment tool that will integrate
changes in client status and care plans as they occur.

« Task management and planning for supervision of client care and direct
care staff.

e Real-time, GPS venfied telephony and mobile app to track activity. Using
the telephone, direct care staff clock-in and clock-out at client homes,
report on activities completed, and record special notes and concerns for
follow-up.

¢ A customized invoicing moduie that will automate preparation of invoices
based on actual hours worked in client homes and individualized bill rates.

» A customized payroll module that will automate preparation of payroll
based on documented hours worked, individualized pay rates, tracking of
paid time off, expenses, and payroll deductions.

Prepare payroll for processing including verification of employee time worked,
travel and expense reimbursement requests, and expense allocation by program.

Prepare invoices for processing including verification of time of service, bill rates,
and revenue ailocation by program.

Maintain program data including number of clients served, units/hours of service,
and other information as requested.




e. Maintain a database of client information inciuding addresses, contacts, services
received and other information as requested.

f. Maintain inventory of supplies needed to brovide direct care services.

g. Coliect and report feedback from clients and employees that will assist
Commissioners and County Administrators with defining future strategies to most
effectively deploy COA resources to achieve the greatest benefit and impact for
the County’s senior population.

The GTCOA will perform the fellowing functions:

Employ the current direct care staff working in programs covered under the MSA
with the same benefits that they have earned and are currently receiving.

County will perform disciplinary actions up to and including termination should it
become necessary for current direct care staff.

Provide applicable GTCOA and County policies and procedures for implementation
by Comfort Keepers.

Oversee the budget.
Purchase direct care supplies.

Process client payments, adjustments, past due accounts, and all related
bookkeeping functions.

Process paychecks for County employees, including tracking of County-provided
benefits.

Review and approve contractor invoices.

Determine fee schedules for COA services.




Timeline

January, 2017

» Finalize Management Services Agreement.

s Begin providing contracted staff for Registered Nurse Supervisory position who
will perform the functions and evaluate needs for nursing care and supervision.

February, 2017

+ Transfer client and staff data, schedules etc. into Comfort Keepers secure
homecare management software program.

+ Train dedicated Comfort Keepers administrative staff to conduct management
responsibilities and begin to transition duties.

¢ Train COA direct care staff members in the use of the new technology and
management system.

o Train COA direct care staff members on HIPAA compliance, especially as it
relates to a homecare setting, and other topics in lieu of weekly staff meetings.

March, 2017 — February, 2019

e Provide all activities as agreed in the Management Services Agreement.

s Facilitate surveying of clients, employees, and officials to assess satisfaction,
needs and wants related to COA services.




Comfort Keepers Fees

One-time Start-up Costs

1.
2.
3.

Data transfer from Access database to management software.
Set up of twenty-four employee records in management software.

Set up of approximately 750 client care plans and other data not transferrable
from Access database.

Monthly Management Fee: $27 292

Includes:

Program management and administrative staff.

Mileage for management staff to conduct client and supervisory visits.
Software subscription fees.

Office and training space.

Office supplies.

Training supplies.

Comfort Keepers office telephone extensions and utilities.

GTCOA Responsible For:

Tablets or smart phones and data plans for direct care staff use.
All supplies needed for direct client care.
Uniforms for direct care staff.

Cost of processing and mailing client invoices and employee paychecks.

Main telephone line dedicated for GTCOA calls.




Memorandum

Girand Traverse County

County Admnistration

400 Boardman Avenue

Traverse City, Michigan 49684
{231) 922-4780 Fax (231) 022.4636

TO: Board of Commissioners & Commissiohers-Elect

FROM: Tom Menzel, Administrator -
Jennifer DeHaan, Deputy Administrater £

DATE: Deecember 21, 2016

SUBJECT: Commission on Aging Update

Over the past month, County Administration has been on-gite at the COA and continues
1o be impressed with the staff's dedication and care forour Senior Citizens. Over the
course of the past month, we have seen countless examples of staff going above-and-
beyond o take care of clients, from tlearihg snow on the weekends to identifying health
related issuss that need to be attended ta. As you know, their work hias bsen completed
with many challenges and we are continuing to work te provide the fools to assist them,
Assuch, we wanted to provide you with an update on the many positive changes that
are impacting the department.

A brief summary of these efforts is below:

e Contracted with an agency to provide professional oversight in home healthcare
services that will ensure our supervision was compliant and aligned with health
practices.

= Review staffing and taking steps to fill vacant positions white we continue to
complete the hiring process.

» Relocated the equipment stored at rental storage Linit to the old animal corfrol
building which Is on-site of the COA Home Chore Work Shop which now
provides ease of access for staff to work and maintain equipment in one

location.

s Actively implementing the use of creditfdebit cards to ease payment options at
thie COA.

e Adopted a policy to address the use of transponation vouchers which, in some
cases, appears: o be excessive. The policy now includes an sssessment of
transporiation needs for high-use clients,

» Through various actions, we are streamilining the prucessing of vouchers which
will free-up-staff time and reduce multiple data eniry processes.

1/4
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» Completed an intemal compensation assessment of Homemaker Aide staff as
compared to ether internal classifications and upgraded these positiorn
clagsifications to according 10 the existing County’s classification/point
compensation system.

« ldentified and rewrote conflicting polices between the department and the
County as a whole,

+ Continuously monitaring any wait list for home healihcare services and taking
necessary steps to work with Comfort Keepers to afleviate them.

o Reviewed and revised contracts with transportation contractors to provide
SEFVICESE.

= Board of Commissioners redesigned an advisory Board for COA which will assist
in providing professional advice/counsel to the new Executive Diractor,
Recruitrrent will begin in January 2017 for the advisory Board.

¢ Actively reviewing options for providing on-going training and education for staff,

- Actively raviewing best methods to develop HIPAA compliance.

While these have been the first steps that have been sompleted, there continues to be
additional work that needs to be dong, We will contiriue 1o foeus on shofing up issues
related to emergency fliriding standards, establishing policies and procedures,
reviewing compliance with best~;5ract;ces, and how to best use technology to improve
services to clients and efficiency for staff.

Despite these efforts, we continue 1o be chal lenged to meet the requirements in the
AAANM Agreement for services which réquires HIPAA compliance. As | am sure you
are aware, HIPAA is complicated and fraught with fines and penalties i compliance is
not-met, Therefore, staff has taken this challenge semusiy aid. dedicawd a significant
amount of time to investigating and reviewing what is necessary to be compliant.

As a result of the complexity and lirmited skills to establish and implement the HIPAA
requiremerits, we have not besn able to recommend the Board approve an Agreésment
with the AAANM and last week {(December 15, 2018) we received notice that COA
wiould be anable receive reimbursement (effective December 31, 201 8) because the
Agresment had not beén signed. This is what we would expect as the County's non-
compliance places the County and AAANM in a position of i abéhty if we were 16 be
audited. It is important to note, that the COA will continue to provide services to
these clients, however, the COA will not be eisgible for réeimbursement until we
signed the Agreement with AAANM; therefore any costs would have to be
absorbed by the COA. The AAANM has advised that if this issue can be resalived in
January that reimbursement would not bs interrupted,

Since receivirig nmftﬁca’tion from AAANM we have been working to identify alternative
solutions that will quickly bring the COA into full compliancs with the requirements of the
AAANM Agreement.

To effeahve#y resoive thzs matter, prevent any interruption of services, County
Administration is exploring the davelopment of 2 Managerment Servicos Agreement
{MSA) with eur current vendor, Comfort Keepers. Comfort Keepers thiraugh thelr 4
corporate experlise have developed the processes and systems that excesd any steps
274
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that the current COA could develop in a shari-period of tire t6 misst the AAANM
requirements. Comfort Keepers currently provides these same setvices to Leelanau
County seriors and will be abile to manage the service as they have consistently
demonstrated as an existing contractor for the COA.

If an MSA is developed, the COA would be able to capitalize upon the expertise and
professional resoureés of a national company that has a dedicated staff working
ditigently to. make sure that services meéat all standands for care and co mpHance.

A management services agreement will enable the COA fo enhanca alisnt services by
providing top-of-the-line professional training to staff, providing for the use of technology
that is:desperately needed to maximize sefvices and staffing resources, and provide
access 1o third-party payors and cther partrierships that will enhance services Io clients.

Overall, an MSA, if developed would apply the best practives.and industry standards for
staff and clients of the COA more quickly and enable the COA to evolve and adapt to
the complex rieeds of our growing senior population.

While we have taken initial steps to promote HIPAA compliance by having COA staff
review a HIPAA training video and sign appropriate confidentiality poficies, HIPAA is
much mare comiplex than simply signing forms and involves integration with technology
and office systems. Therefore, through the development of a MSA we can ufifize the
expertise already established and implemented such that we: 6an contiride forward
without interruption to services.

The COA is a County Department and the Field Staff would confinus to be County
employees that will maintain all benefits and compensation as county eniployees.
This is an effort to leverage and maximize the resources that this community and
industry has to ensure the best care and services for our Senior Citizens.

As a matter of background, Camfort Keepers has been providing services to-the COA

over the last 10-years. In 2016 Comfart Keepers provided on-call and back-up services
to COA Clients and again responded to an RFP for services in 2017; no other agencies
responded fo the RFP. Comfort Keepers Has been an excelient partnerto the COA and
Is far more advanced in adhering to complex policies and procedures, providing tralning

to staff, and utilizing techniology to maximize efficiericy for cliénts and staff,

The develapment of a MSA will not change any of the current services to GOA clients
but will result in the following pasitive steps:

« Upon transition, immediately resulf in compliance with any HIPAA reéquiramients
and therefore enable the Agreement with AAANM to be signed.

= Provide access fo technolagy to more efficiently schedule clisnts, reschedule
clients, and improve overall services. _ -

+ Clients will continue to receive the same level of service that they have tiecome
accustomed to. There will be nio changes to the services. ,

o Provide training and on-going educationial opportunities as identified by the QAP
sarlier this year which are essential for investing in employees.
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« The County Board of Commissionars wﬂi still maintain oversight over the fee
schedules at the COA.

= The new Directar of the COA will be responsible for contract oversight and
ensuring services meet COA standards.

« Clients will continue 16 be COA olisrits under the management oversight of
Comfort Keepers.

» Potentially expand parinerships that exist between Comfort Keepers and the
Department of Veterans Affairs as Comfort Kespers provides servicas through
contract for the DVA. -

+ Provide clients with the ability to-access third-parly pe

fovid & wit yors that may be able to
off-set costs that they currently incur.

In order for the MSA to be developed it will be necessary to unidertake a transition
period which would oceur in the first duarter of 2017. This period of fime would require
the following steps:

1} Review: In order to-adequately assess the caseload antl information: at the COA,
a period of time will be nécessary to review data and infermation to praperly
understand what currantly exists and how i can be transferred seamlessly.

2} Establish & start-up procese and transition that will intraduce staff fo the traiping,
technology, and resources that is provided by Comifort Keepers.

3) Seamless Transition; Through conducting the réview and implementing a start-up
process, we will be able to then conduct a seamtess transition services under the
MSA to provide regular on-going operations during the first guarter of 2017,

Due fo the urgency provided by AAANM; we warited 1 provide you with an update of
the status of the work atthe COA and the next steps. We artticipate bringirig a
Management Services Agresment {o the Beard in January and to then be able to
recormimend the Board sign the Agreement with the AAANM, At thattime, we will have
additional information as you consiier this recommendatiorn.

Shouild you have any questions, please let Jeni or | know.

¢.  COA Quality Assessment Panel
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