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Objectives
• Learn how service providers can give staff an active role in their 

community.
• Discuss best practice and how to enhance service excellence.
• Explore how to control costs.
• Engage on how to employ responsive program evaluation measures 

that elevate the voice of the participant.
• Participant and caregiver feedback to guide service improvements.
• How cultural competency impacts service excellence. 
• How to build a skilled team that can meet the needs of a diverse 

consumer group.



Medicaid Home & Community Based Waivers 

1115 

Research & 
Demonstration 
Project Waiver

1915(b)

Managed 
Care Waiver

1915(c)

Home and 
Community-

Based 
Services 
Waiver

1915(i) 
SPA

State Plan 
Home and 

Community-
Based 

Services 

1915(j) 
SPA

Self-Directed 
Personal 

Assistance 
Services (PAS)

1915(k) 
SPA

Community 
First Choice 

Option









Participant Engagement

• Listening sessions
• Surveys and feedback
• Participant Handbook





What is a Service Excellence Plan?

• What does service excellence mean to you?
• How do you measure success?
• How does your team act as a barometer for meeting 

the mark?
• Who provides feedback and how do we close the 

loop on all participant touch points?



Online Time Sheets

Benefits:
• Increases efficiency
• Controls costs
• Engages 

participants
• Promotes employer 

authority



Pillars of self-direction
Main point here in Calibri font.
• Bullet #1
• Bullet #2
• Text box size shouldn’t be changed, but fonts can be 

increased/decreased based on the amount of text.
• Be sure to keep text above the green footer.
• If there’s too much text, we need another slide.

Pillars of Self-Direction
• Be educated on and understand the philosophy of 

participant direction.
• Provide all services with the goal of supporting 

participants to direct their own services.
• Have a customer service system in place that supports 

participants and any other authorized stakeholders to 
obtain information from the F/EA in a timely manner.

• Provide information in a range of formats to be 
accessible to individuals with a variety of disabilities, 
including options in foreign languages.



iLIFE Participant Liaisons
Participant Liaisons are the bridge between case 
management and financial service delivery.
• Open communication between program stakeholders and 

iLIFE staff during F/EA processes.
• Provide a local presence throughout our service area.
• Have face-to-face interaction with program stakeholders.
• Better understand strengths and weaknesses of region.
• Create familiarity and positive relationship between 

program stakeholders and iLIFE staff.





Multimedia resources for 
participants by participants.

Instructional materials that help 
people  self-direct their services.

Guides that allow participants to 
maximize their independence.



Discussion
The Participant Voice:

The Strategy of Redesign and Improvement 
Initiatives in Self-Directed Programs



Connect with iLIFE

amanda.cavanagh@iLIFEfms.com

iLIFEfms.com
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