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CSA – Retrieving Assessment Referrals and Scheduling  
 

Purpose: 
The Core Standardized Assessments (CSA) Unit retrieves assessment referrals through 
the IoWANS system, the SQL Server Reporting Services, IA CSA Service Desk and 
from the Managed Care Organizations (MCOs) and schedules assessments. 
 

Identification of Roles: 
 
Case Manager (CM) – Submits request for core standardized assessment. 
 
Scheduler – Identifies referrals and schedules assessments. 
 
Assessor – Reviews workload status and scheduled assessments. 
 
Respondent – Identified as an individual who meets the assessment qualifications and 
will participate in an assessment. 
 
Manager – Monitors workload assignments, process workflow and deliverables. 
 
Communications Triage Team – Manages and processes incoming assessment 
requests through centralized scheduling system. Uses the JIRA Service Management 
platform (IA CSA Service Desk) as the primary tracking system. 
 

Performance Standards: 

• Complete and submit to the Agency face-to-face or virtual assessments within 
thirty (30) days from Agency referral for those newly applying for services. 

• The Assessor will complete all reassessments (Continued Stay Reviews known 
as CSRs) within fourteen (14) calendar days prior to the twelve-month 
anniversary (CSR) date. Assessments will be submitted to the Agency within five 
(5) business days from date of completion. 

• The Assessor will complete Emergency Needs Assessments and urgent LOCUS 
reviews and submit them to the Agency within two (2) business days of referral. 

 

Path of Business Procedure: 

Step 1: After an application for Medicaid services has been completed and there is a 
waiver slot assigned or as a Member’s twelve-month CSR anniversary date 
approaches, referrals for assessments and/or reassessments for a Core Standardized 
Assessment (CSA) will be forwarded to the Scheduler through the IoWANS work page 
or via a Vendor Import Template. 
 
The Communications Triage Team will manage all incoming assessment requests 
through the JIRA Service Management platform (IA CSA Service Desk). This 
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centralized system will be used to track and process all referrals in conjunction with 
IoWANS workflows. 
 
Step 2: The Scheduler will send an introduction letter to each Member who will receive 
a face-to-face assessment (see Form 1 below).  
 
Step 3: Upon receiving a referral, the Scheduler will identify the Case Manager (CM) for 
Members in need of face-to-face assessments from the Respondents’ tab in the 
Scheduling Assistant Manager (SAM). If a Case Manager is not listed in SAM, this can 
be identified via the Roles tab in IoWANS for Fee For Service (FFS) Members or by 
emailing the designated MCO representative.  
 
LTSS_Iowa@elevancehealth.com 

ITC_LOC_Review@IowaTotalCare.com 

MolinaIALOC@MolinaHealthCare.Com 

 
The Scheduler will email an Information Request Form to the CM asking for scheduling 
information (see Form 2 below). This form will allow the CM to identify key Respondents 
and will identify any Member needs or concerns for face-to-face assessments. 
 
The Scheduler will utilize the JIRA Service Management platform (IA CSA Service 
Desk) to track and manage all information requests. SMS-based communications will be 
used when appropriate to confirm receipt of information and scheduling details. 
 
For Members who are newly entering services and do not have an identified Case 
Manager, the Scheduler will contact the Member directly and ask the Member if there 
are other representatives (family, providers, etc.) who should be included in the 
assessment.  
 
Step 4: The Scheduler will contact the Member (or guardian/representative), CM and 
identified Respondents to identify a location, date, and time for the assessment. 
Schedulers will attempt to contact the Member to schedule the assessment within five 
(5) business days of receiving the referral.  

 
Step 5: The Scheduler and Assessor will demonstrate responsiveness to accommodate 
the scheduling preferences and limitations of all attendees.  
 
The CSA unit’s core business hours are Monday-Friday, 8:00AM – 4:30PM. All efforts 
will be made to schedule assessments during this time frame. In some cases, it might 
not be possible for a Member or Respondent to meet during this time frame due to work 
or school schedules, and other alternatives can be considered:  

• Upcoming no school days 
• Scheduled ‘early release’ days within the district 
• Conducting the assessment at the school 

mailto:LTSS_Iowa@elevancehealth.com
mailto:ITC_LOC_Review@IowaTotalCare.com
mailto:MolinaIALOC@MolinaHealthCare.Com
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• Arranging for the Assessor to meet the Member at school prior to beginning the 
assessment 

 
In the event an alternative solution cannot be arranged, the Scheduler can reach out to 
the Assessor to identify a time outside of the core hours in which an assessment could 
be scheduled.  
 
Step 6: While most assessments will be conducted in the Member’s home or provider’s 
office, the Scheduler will inquire about the need for accommodations for Members and 
attendees. Mobility considerations may affect choice of sites other than the Member’s 
home.  
 
Note: Per Informational Letter No 2449-MC-FFS-CVD, assessments shall occur face-to-face unless 
virtual/telehealth processes are specifically requested by the Member because of documented health 
concerns with annual documentation from a physician. Alternatively, a Member who has applied for 
waiver services in the state of Iowa, but is currently residing out of state may also receive a virtual 
assessment when a slot becomes available for them. The Scheduler should ensure the Member intends 
to return to the state of Iowa if they are approved for waiver services prior to scheduling.  

 
Step 7: The Scheduler will enter the identified appointment into the Assessor’s 
Microsoft Outlook calendar and in the Scheduling Assessment Management (SAM) 
Program. The Scheduler will confirm the appointment date, time, and location in writing 
to those scheduled to attend (see Form 3 below). The confirmation materials will also 
include a fact sheet explaining the purpose of the assessment and prepare the 
respondents/attendants by answering frequently asked questions (see Form 4 below).  
 
The Scheduler will utilize the digital scheduling platform to manage appointments and 
send automated SMS confirmations to all participants. The JIRA Service Management 
platform will be used to track all scheduling activities and communications. 
 
Step 8a: The Scheduler will attempt to contact the Member to schedule the assessment 
within five (5) business days of receiving the referral. If the Member does not answer, 
the scheduler will leave a voicemail if able. 
 
Step 8b: If the number is not in service, the Scheduler will contact the CM and/or 
Eligibility Benefits Specialist at facilities@hhs.iowa.gov for additional contact information 
for the Member.  
 
An Unable to Reach (UTR) letter (see Form 5 attached) will be sent to the Member and 
CM at this time. The letter will inform the Member they have ten (10) days to reach out 
to Telligen to schedule their assessment, or their application will be closed. This letter 
clearly states failure to comply with the eligibility requirement of an annual assessment 
will lead to the loss of waiver. Upon receipt of a new phone number, the Scheduler will 
call the Member within one business day.  
 

mailto:facilities@hhs.iowa.gov
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Step 8c: A second attempt to reach the Member will be made by the Scheduler. It is 
best practice that this will be completed within ten (10) days of receiving the referral, but 
this may not always be possible. If the Scheduler is still unable to contact the Member 
with the current information on the second attempt, they will email the CM and/or 
Eligibility Benefits Specialist at facilities@hhs.iowa.gov to gather alternate contact 
information. If the Scheduler is unable to reach the Member, and cannot leave a 
voicemail for the Member, a UTR letter will be issued to the Member and the CM. 

 
Step 8d: A third and final attempt to reach the Member will be made within 15 business 
days from the date of referral. If the Member is unable to be reached with three (3) 
contact attempts via multiple communication channels (phone, email, mail) over a 15 

business day period, the Scheduler will send an email to the CM and/or Eligibility 
Benefits Specialist at facilities@hhs.iowa.gov to request closure of the Member’s 
application. If the Member is FFS, the Member’s IoWANS milestone will be answered 
‘Unable to Contact Member’ at this time. 
 
Step 8e: If a Member contacts Telligen within 14 calendar days, the Eligibility Benefits 
Specialist will be notified that the case needs to be re-opened in IoWANS. If a Member 
contacts Telligen after 14 calendar days, they will be directed to……. (this is new and 
we need feedback from HHS what to put here). 

 
Step 9: If an assessment is cancelled, the Scheduler will notify the Assessor, Member, 
Case Manager, and all Respondents. The assessment will be cancelled in the SAM 
application, and the assessment will be marked as cancelled on the Assessor’s 
calendar. The Home and Community Based Services (HCBS) Slot Manager at Iowa 
Medicaid will be notified to change the workflow in IoWANS. A letter notifying the 
Member of the cancellation will be sent to the Member (see Form 6 attached).  
 

Communication Systems and Channels: 
Staff will utilize the JIRA Service Management platform (IA CSA Service Desk) for: 

• Managing assessment requests 
• Tracking scheduling activities 
• Processing incoming communications 
• Callback system management 

 
Forms/Reports: 

• Form 1: Introduction Letter  

• Form 2: Information Request Form 

• Form 3: Confirmation Letter interRAI 

• Form 4: Frequently Asked Questions Flier 

• Form 5: Unable to Reach Letter (Assessment to be scheduled) 

• Form 6: Unable to Reach Letter (Assessment cancelled) 

mailto:facilities@hhs.iowa.gov
mailto:facilities@hhs.iowa.gov
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Form 1: Introduction Letter 
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Form 2: Information Request Form 
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Form 3: Confirmation Letter interRAI 
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Form 4: Frequently Asked Questions Flier 
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Form 5: Unable to Reach Letter 
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Form 6: Unable to Reach Letter 
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RFP Reference: 
1.3.1.2.A 
 

Interfaces: 
IoWANS 
SAM 
ILS 
Microsoft Outlook 
JIRA 
Talkdesk 
 

Attachments: 
N/A 
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