PO Box 242930

Little Rock, AR 72223

Toll Free 866.710.0456
Online:

PALCC

June 5th 2023

Crystal Hustead, Contracting Officer

Department of Health and Human Resources, Bureau for Medical Services
2019 Washington Street, East

Charleston, WV 25305-0130

Dear Ms. Hustead,
RE: Solicitation #CRFP-0511-BMS2300000003

We are excited to submit our response to the above-referenced Solicitation for F/EA Support to Self-
Direction Members, issued March 30, 2023. Our response complies with all Solicitation-specified
requirements, provisions, terms and conditions, and Amendments.

Palco, Inc. was the first company in the country to provide the services contemplated in the
Solicitation. We specialize in state Medicaid self-direction programs and provide complete financial
management and skills training solutions. Today, we provide F/EA and Resource Counseling to more
than 10,000 clients in nine states.

Our mission is to empower independence through our partnerships. The agencies that we work with
have consistently praised us for our professionalism, diligence, and integrity. We take an innovative
approach to each program, ensuring that each run efficiently and cost effectively.

As requested, we have included one copy of the Technical Proposal, and one copy of the Price
Proposal.

We are industry leaders and would love to bring our expertise to West Virginia. We look forward to
working with you and serving the people of West Virginia. Please reach out to me if you have any
questions regarding this proposal.
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Alicia Paladino, Esq., CPA

Chief Executive Officer
Alicia@Palcofirst.com

17300 Chenal Parkway, Suite 300
Little Rock, AR 72223

Phone: (501) 604-9936, ext. 1215




ADDENDUM ACKNOWLEDGEMENT FORM
SOLICITATION NOQ.: CRFP BMS2300000003

Instructions: Please acknowledge receipt of all addenda issued with this solicitation by
completing this addendum acknowledgment form. Check the box next to each addendum
received and sign below. Failure to acknowledge addenda may result in bid disqualification.

Acknowledgment: I hereby acknowledge receipt of the following addenda and have made the
necessary revisions to my proposal, plans and/or specification, etc.

Addendum Numbers Received:
(Check the box next to each addendum received)

K] Addendum No. 1 [J Addendum No. 6
[x] Addendum No. 2 [] Addendum No. 7
fx] Addendum No. 3 [[] Addendum No. 8
] Addendum No. 4 ] Addendum No. 9
[] Addendum No. 5 [] Addendum No. 10

I understand that failure to confirm the receipt of addenda may be cause for rejection of this bid.
I further understand that any verbal representation made or assumed to be made during any oral
discussion held between Vendor’s representatives and any state personnel is not binding. Only
the information issued in writing and added to the specifications by an official addendum is

binding.

PALCO, INC

Company /7 3

Authorized Signature

6/1/2023 _

Date

NOTE: This addendum acknowledgement should be submitted with the bid to expedite
document processing.

Revised 11/1/2022



REQUEST FOR PROPOSAL
CRFP BMS2300000003

Fiscal/Employer Agency Support to Self-Direction Members

6.8.

Example:

Proposal 1 Cost is $1,000,000
Proposal 2 Cost is $1,100,000
Points Allocated to Cost Proposal is 300

Proposal 1:  Step 1 - $1,000,000 / $1,000,000 = Cost Score Percentage of 1 (100%)
Step 2 — 1 X 300 = Total Cost Score of 300

Proposal 2: Step 1-$1,000,000 / $1,100,000 = Cost Score Percentage of 0.909091 (90.9091%)
Step 2 — 0.909091 X 300 = Total Cost Score 0f272.7273

Availability of Information: Proposal submissions become public and are available for review
immediately after opening pursuant to West Virginia Code §5A-3-11(h). All other information
associated with the RFP, including but not limited to, technical scores and reasons for
disqualification, will not be available until after the contract has been awarded pursuant to West
Virginia Code of State Rules §148-1-6.3.d.

By signing below, I certify that I have reviewed this Request for Proposal in its entirety;
understand the requirements, terms and conditions, and other information contained
herein; that I am submitting this proposal for review and consideration; that I am
authorized by the bidder to execute this bid or any documents related thereto on
bidder’s behalf; that I am authorized to bind the bidder in a contractual relationship;
and that, to the best of my knowledge, the bidder has properly registered with any State
agency that may require registration.

PALCO, INC

(Company) s .
Alicia Paladino, CEO 4/:; gl
(Representative Name, Title)

- 501.604.9936/501.821.0045
(Contact Phone/Fax Number)

_6/1/2023
(Date)

Revised 07/01/2021
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Technical Response

l PROJECT GOALS AND PROPOSED APPROACH
®

GOALS AND OBJECTIVES

THE VENDOR SHOULD DESCRIBE ITS APPROACH AND METHODOLOGY TO PROVIDING THE SERVICE DESCRIBED BY
MEETING THE GOALS/OBJECTIVES IDENTIFIED BELOW. VENDOR’S RESPONSE SHOULD INCLUDE ANY INFORMATION
ABOUT HOW THE PROPOSED APPROACH IS SUPERIOR TO THE OTHER POSSIBLE APPROACHES.

v4.2.1.1

Efficient & Cost-Effective F/EA FMS

Thank you for the opportunity to submit this response to Solicitation CRFP 0511-BMS2300000003. We
are proud to introduce Palco’s efficient and cost-effective solutions to support the West Virginia
Department of Health and Human Services, Bureau for Medical Services (the “Agency”) in delivering
Government Subagent-Fiscal/Employer Agent (F/EA) Financial Management Services (FMS) and
Resource Consulting (RC) to eligible West Virginians who choose to self-direct their Home and
Community Based Services (HCBS) using the Agency's Personal Options Model. We are excited for the
opportunity to serve members enrolled in the West Virginia Aged and Disabled Waiver (ADW),
Intellectual/Developmental Disabilities Waiver (IDDW), Traumatic Brain [njury Waiver (TBIW), and the
Take Me Home (TMH) / Money Follows the Person (MFP) program.

As you read this proposal, you will find that:
Palco has 25 years of F/EA FMS experience. Our footprint spans across the United States,
where we process half a billion dollars in participant-directed goods and services annually.

Palco has 10 years of Resource Consulting experience founded on the principles of person-
centered planning and self-determination philosophies for a diverse group of individuals.

We focus on you. Your goals and objectives are important to us. We listen.

palcofirst.com | 8
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We have the tools and infrastructure to support individuals and the program. We offer a
best-in-class Case Management Portal (CMP) technology suite with end-to-end solutions from
enrollment to paycheck.

We meet or exceed all of the mandatory specifications required and have demonstrated in
writing our ability to meet all specifications for the state of West Virginia.

Palco, Inc. was built out of a Certified Public Accounting firm and is still 100% CPA-owned today. When
you hire Palco, you can rest assured that you are supported by a company who can handle the ever-
changing landscape of self-direction payroll and tax filings. Our staff wrote the book on F/EA practices
for the industry while working with the nation’s first Cash and Counseling self-directed program in the
1990s. Not only do we understand Internal Revenue Code §3504, IRS Rev. Proc. 2013-39, and complex
Department of Labor regulations, but we have the skillset to analyze and apply these rules to your
program.

When you partner with Palco, you gain a leadership team focused on the right things. Our leadership
team is 100% CPA and privately owned. Our leadership ensures that you won’t be competing with the
agenda of a venture capitalist that many FMS vendors in the sector now have. Our focus is on meeting
our clients’ needs with quality. Our business practices and streamlined approach to program
onboarding ensure that our system configurations will meet your needs on day one without expensive
change orders and lengthy development times. We are disciplined in strictly monitoring both the local
and national landscape to proactively account for changes to the service industry as well as federal,
state, and local regulations. Palco will be a partner that West Virginia can count on for growing the
self-directed program and bringing the highest quality approach to FMS services that stakeholders
have ever seen.

Palco’s approach to Resource Consultant (RC) services is committed to giving every member the
personalized and custom training and education necessary to help them succeed. With a community-
based team, you know that there is an RC assigned to each member. A local Palco RC can offer a
connection and support to resource navigation and self-directed management that is unmatched.

Each individual is supported through our live-person Customer Support Center, filled with person-
centered, trained, patient and kind, multilingual Palco employees. We are committed to no wait times,
first call resolutions, and subject matter expert support at the end of every interaction.

Palco regularly collaborates with our Agency partners to identify solutions that benefit all users. This
is best showcased by our Case Management Portal (CMP).

Palco’s cloud-native and 24/7 accessible Case Management Portal serves as the repository for all
program data and operations. This modern technology platform, built in house and designed for self-
direction, is the backbone of the Palco service delivery. It contains various modules for case
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management (records, member info), accounting (utilization, pay ledger/history, repository of pay
rates and employer cost rates, exemptions, tax rates, workers' comp, budgets), billing, enrollment, time
entry, and reporting.

The Portal was designed with an eye toward the user experience. We know that the key to running
successful self-direction programs is providing 24/7, real-time information to members, workers, case
managers, and Agency staff. Palco’s CMP provides administrative transparency and immediate access
to data, and the benefits are endless.

STATE/AGENCY BENEFITS
Secure, 24/7 access to information at your fingertips.

Dashboard views of trends and data.

On-demand analysis and reporting.

21st Century Cures Act compliant EVV solution, built with self-direction in mind.
Configurable modules for supporting service authorizations and billing claims management.

Tailored access for Agency and case manager staff at all organizational levels, giving external
parties access to information necessary to best support the members efficiently and
successfully.

Proven success with integration to a variety of platforms, including MMIS, Managed Care
systems, and prior authorization/eligibility technologies, with the capacity for integration with
future technologies, as required.

Scalable to meet demands of any sized program.
100% compliance with federal and state regulations.

MEMBER/EMPLOYER OF RECORD, WORKER, AND VENDOR BENEFITS
Enrolling member/representative-employers and direct care support workers (DCSWs) in under
3 minutes.

Online time submissions with real-time error messages that allow users to fix mistakes instantly.
Self-service tools and tracking.

Visibility on budget utilization for employers.

On-demand access to paystubs and forms, such as W-2s.

Ability to update information without having to fax or mail forms.

Online submission of vendor payments.

Live chat with Palco agents.
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Figure 1: Palco Case Management Portal
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Through our modern approach to service delivery and technology, the Palco tools ensure that
individuals receiving services are not administratively burdened and can focus on what matters most
- having their health needs met.

Our conceptualization and creative, skillful implementation of technology means that we always
accomplish contract outcomes. In every program we work with, we have collaborated with our partners
and key program stakeholders to deliver effective Resource Consultant services, F/EA, Agency with
Choice FMS, or F/EA subagent services that are both efficient and cost-effective. We have provided
Financial Management Services for 25 years and Support Brokerage (Resource Consultant) services for
over a decade. Today, we serve diverse populations, including aging Americans and individuals with
ID/DD, across nine states. Our mission is to provide the best quality services and support to our 10,000
participants/members, 24,000 workers, 2,000 vendors, and 500 Personal Care Agencies.

Our demonstrated capabilities have impacted programs to run efficiently, cost-effectively, and to
collaboratively dismantle technological impediments. We are most proud of that because it takes a
team to create efficiency. It stems from collaboration, communication, great planning, and people
working toward a common goal. We would appreciate the opportunity to bring our experience to West
Virginia and show you how we can meet program objectives together.
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v4.2.1.2,4.2.1.3,4.2.1.5

Policies & Procedures

Palco will provide and maintain a West Virginia-specific Organization Procedures Manual that
documents all policies, procedures, and internal controls used to monitor the Subagent-F/EA FMS tasks
and requirements outlined in this RFP. The manual will cover our understanding of the Subagent model
and our commitment to being responsible for performing related tasks.

Our Policies and Procedures Manual is central to our service delivery to ensure services are provided
in accordance with the principles and philosophy of seif-direction. It includes a thorough
understanding of Centers for Medicare & Medicaid Services (CMS), Internal Revenue Service (IRS), U.S.
Citizenship and Immigration Services (US CIS), federal and state Department of Labor (DOL) and state
and local tax requirements for Subagent F/EA FMS and domestic service workers, and West Virginia
Provider Manuals, especially Chapter 600, and how Palco plans to meet those objectives. For each
Subagent activity, our manual contains the following:

Key activities and systems utilized to achieve Subagent-F/EA FMS deliverables.
Associated target objectives, risks, and related quality indicators.

Performance metrics to achieve key performance indicators.

Internal controls for each activity.

Monitoring tasks to measure indicators and metrics included in the Scope of Work.

Communication plan to assure a continual feedback loop for quality assurance and
improvement.

The manual will be submitted in a mutually agreed format to the Agency for review at least thirty (30)
days prior to the project start date for review and approval. Once approved, Palco will update the
manual as needed or at least annually and provide all updates to the State for review and approval.
The manual will be available in electronic format for staff and Agency review at all times. All
modifications will be implemented within ten (10) days.

The West Virginia F/EA FMS Policies and Procedures Manual will be updated as best practices come to
light or to accommodate changes in the program, employment law, or tax codes. We understand
Agency needs may change or state or federal regulations may cause adjustments within the program.
We will alert the Agency in the event of any changes in these areas, offer solutions for complying with
the changes, and accordingly document the solutions in our Policies and Procedures Manual. At
minimum, we renew our manual annually. All personnel receive training on the F/EA FMS Policies and
Procedures Manual as part of our initial onboarding protocols. The manual is available electronically
for all staff to review as part of their daily activities. Please see Appendix 1 for a sample F/EA FMS
Procedures Manual used and approved by other self-directed service programs.
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v4.2.1.2.2-4.2.1.2.4

Readiness & Operational Reviews

We routinely complete Readiness Reviews in preparation for program operational start dates. If
awarded this contract, Palco will welcome the opportunity to undergo a Subagent-F/EA FMS Readiness
Review, and we will present the findings within thirty (30) calendar days of request. We will devote
sufficient staff to the Readiness Review process, and we will make ourselves available in person or via
conference call to meet with the Readiness Review Team at any time throughout the process.

Our diligence and preparedness will allow us to excel in each of the categories required in the RFP,
including, but not limited to, the following:

The ability to meet timeframes for preparing and distributing employer enroliment, worker
employment, and vendor engagement packets.

Technology necessary to meet all requirements of the RFP, including computer networks, billing
systems integrated with MMIS, and prior authorization and referral tracking.

Call center with the ability to meet the RFP terms.

An effective and functioning website.

A quality management system to monitor the requirements of the contract.
Sufficient knowledge of the program and the Subagent-F/EA FMS model.

Staffing levels are met, and staff has sufficient knowledge of Medicaid and F/EA laws, regulations,
policies, and services to make enrollment, payroll, and invoice payment determinations.

Production of training materials.

Ability to verify Medicaid waiver eligibility, service authorizations, process enroliment requests
for F/EA services, process timesheets and payroll for employees for authorized services, and
accurately submit all required documentation.

Testing of all EDI interfaces with the Department prior to implementation.

Additionally, we will participate in and welcome annual Subagent-F/EA FMS Ongoing Performance
Reviews to help strengthen our operations and delivery to those we serve. If the Readiness Review or
Ongoing Performance Reviews result in any findings that need corrective action, we will develop a plan
to address and remedy the issues immediately, including a timeline for implementation. Any
operational changes are immediately incorporated into our Policies and Procedures Manual.
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v4.2.1.2.4

Implementation & Readiness

Palco is a seasoned F/EA provider and has transitioned many programs from incumbent FMS vendors.
Palco will leverage experience alongside our resources for change to execute a smooth transition.
Palco will work closely with the exiting vendor to ensure data sharing is handled with integrity and to
make sure communication to stakeholders is done frequently and through many channels, so they
know what to expect.

On the Palco team, a designated project manager will oversee the transition with the support of the
product manager and key senior leadership. Upon award, Palco will begin the necessary process to
ensure registrations with the state Medicaid agency and any applicable state departments is achieved.
Simultaneously, our leadership team will meet with key staff to develop and finalize the project
schedule and deliverables. In addition to the schedule, Palco will develop other key resources for both
internal and external benefit, including a communication plan.

We have led many implementations during our time in this industry and will build upon our existing
experience to deliver a customized implementation plan for approval to Agency staff. Our mission is
to minimize impact on stakeholders and stay on schedule. We emphasize collaboration and responding
to Agency needs.

To ensure a successful implementation and to build the foundation for providing services to the
Personal Options stakeholders, Palco’s dedicated project team will be responsible for overseeing the
work associated with the implementation and transition, including hiring and training local leadership
and Resource Consultant staff. The Palco team includes representation from our executive team, senior
leadership, operations directors, and subject matter expert team, who all have experience in previous
transitions and implementations, including customer support, financial management, enrollment, and
tax. We will hire West Virginia-specific staff who will help with the transition and take ownership of
operational responsibilities.

During the implementation and readiness period, our Project Team schedules an introductory kick off
meeting to introduce ourselves to the program and contract staff, confirm program understanding,
document action items, and perform follow-ups to ensure project deliverables are met on time and as
expected. Moving forward, we will schedule a series of regular requirement-gathering and
communication planning sessions with pertinent staff. These meetings will be focused on:

palcofirst.com | 14



Section |

Project Goals and Proposed Approach

Developing a meeting schedule for the Implementation Phase to discuss, resolve issues, and
establish procedures and protocols to support key Subagent-F/EA FMS operations, particularly:

o Program Setup

o Enrollment

o Budget Configuration
o EVWV

o Payment Validations

o Billing and Eligibility

o Notifications

o System Access

o Reports

Establishing project management, customization of any key processes, and reporting standards.

Engaging in a discovery process with Agency staff and stakeholders to develop policies,
procedures, and references for Members/Employers of Record and Workers.

Finalizing the implementation plan/work plan, which includes the project activities for a
functional website by the agreed upon Operation Effective Date.

Developing a training plan for Members/Employers of Record, Workers, and Customer Support
Staff to be submitted to Agency staff for approval.

Developing a plan for ensuring connectivity of all information technology systems, including
MMIS and Prior Authorizations systems.

Establishing communication protocols.

Launching a communication plan for the individuals served by the program.

Submitting periodic written status reports on the progress of tasks compared to the approved
Implementation Plan.

Palco will develop the agenda for these meetings. At the conclusion of the planning meetings, Palco’s
project management lead will prepare and distribute meeting minutes and assign and follow-up on
applicable action items.

Palco has developed an initial draft Implementation Plan for Agency staff to review. See Figure 2. We
understand that there will need to be modifications made and are only providing a targeted execution
timeline which will be modified with an agreed upon timeline. The full implementation plan along with
a high-level Gantt Chart project schedule can be found in Appendix 2.
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Activity Estimated Days Palec Departmant
Contract Phase
Notification of Award Dy ] Alicia Paladino & Mark Siviano |Leadership
Contract Nejotiations Day [ Alicia Peladino & Mark Bivisno |Lesdership
[Conwrace Execution Day B Aficia Palading eadership
Initiation Phase
anize and ateend Kicko# Meeting to identify programmatic goals and core goerational guidelines 5Dy 80 Amella Barnes & Vittoria Evans |Operstions
Schedule Transition Meeting with exiting VF/EA & VF/EA [Palco) to agree on transition process. 1Day B Amelia Bamnes & Victoria Evans _|Operations.
Closeout Coondinator Identified with Exiting VF/EA and any other necessary key staff for the i 1Day B Amelia Bames &Victoria Operations
Secure File Transter Portal (5FTF) established between exiting VF/EA 2 VF/EA (Palco) 10Day B Mike Brower IT Department
Earoll as a West Virginia Medicaid Provider 1-203ys 8 Pauls Soil Billin; rtment
Recrult and Hire Gustomer Support Agents and 60 Days 120 HR, Toni Rose & Victoria Evans | Human Resource Dapt
Research state tax and isbor iaws and forms refated to it employment and payoll taxes 10my £ Stephanie Gallagher Payroll Department
108y 3 [aircin Patading vk Bi Lesdershi
5 Days [ |Amelia Bames & Victoria Bvans | Operstions
1Dmy 4 ] Paico Training Dept
and FAQ 23 Dmys £l Toni Rose |Customer Support
Paico Draft "Weitome to Paico™ notice to Cllenss [ Authorized Representative-Empioyers and Aldes 1-2 Days 8 Victoria Evans rations
Paico Draft Broker introduction letter to Partic) resematives 1-2 Days [] Victors Evans rations
Gather New repor: requirements 14 Days 0 Cayie Cox IT Department
Development Phase
Publish West Virginia i on the Palco website with program forms and sesources S Days 0 Kady Predots Operations
Paico confi, CMP application for ram jCuse ent Portai) 30 Deys 180 Jeff Lais & Mike Brower 1T Degsrement
Palco conflgure Connect apptication for m (Oniine Timesheet Portal) 30 Days 180 Jeff Lels & Mike Brower IT Department
Palco contigure Intake application for program (Oniing Portat; 30 Dayys 180 Jef Leis & Mike Brower IT Deparment
Palco develop new features for CMP application, It necessary 30 Days 20 Jeff Leis & Mike Brower IT Department
Palco develop new features for Connect applicatton, it necessary 30Dmys 20 leff Leis & Mike Brower 1T Department
Palco develop new features for Intake application, if necessary 30 Days 240 leff Leis & Mike Brower |IT Department
Palco deviops EVV to West Virgina's specHications 30 Days 240 [Fisery |IT Dezartment
Palco develops new repors 30 Day= 240 |1ett Leis & Mike Brower |IF Department
Testing Phase
Palco test CMP Application 5Days 40 Mike Brower IT Degartment
Paico test Connect Application 5Days. 40 17 Depanment
Paico test Intake Application 5Days a0 IT Department
Palco test Reports 50ays a8 |Mike Brower IT Department
Palco Tast EVV setup 5 Days 2 Mike Brower |17 Depanmant
Test Cali Center Configuration and Activate 1pay 4 Toni Rose |Cuswmer Suppor
Test Disaster Recovery Man; include schedule and resources 108y -] Jeff Lels & Mike Brower 1T Deportment
& Taylor
Test payrod) system and new hire reparting 3 2 fchnson F=yroll Department
Timeframe for compurer networks to be installed and tested 7 Days 40 Mike Brower [T Depanment
Training Phase
Train Suppor Staff including Resource Consultams on Palco systems 30 Days 120 Cody Waits Training Degartment
FProvide Resource Consuiting Trainings to Participants/Representatives 30 Days 120 Cody Waits & Lexi Harris [ Training Department
Create training materials for 21) systems. 10 Days 40 Cody Waits & Kady Predata Palco Training Dept
Train Clients/Emeioyers on Palco systems 30 Days 120 Cody Waits Palco Training Dept
Train Customer Support Staff on West Virfginia program policies and proceduras 300mys 120 Toni Rose Customer Senvice
Train Empioys=s on Palco systems 30 Days 120 Cody Waits Palco Training Dept
Stephanie Galiagher & Taylor
Train Financial rations talists on program policies and edures 10 Days 20 Johnson Payroll Department
implementation Phase
Palco CMP Apptication Live Updates Go-Live 1Day 8 Jeff Leis & Mike Brower 1T Depantment
Paico Connect Application Live Updates Go-Live 1Cay 8 Jetf Lais & Mike Brower IT Department
Paico Inteke Application Updates Go-Live 1Day 8 Jetf Leis & Mike Brower \T Department
Oemanstrate ail outstanding issues have bean addressed 1Day 8 Amelia Bames Operations
Review database modification to meet ali requiremeants of this contract 1Day 8 Jetf Leis & Mike Brower iT Depantment
Alicia Paladino, Mark Biviano,
Reyiew the contingency alan for operations during an emergenty situation 1Day 8 Jef! Leis & Mike Brower Leadership & IT Dept
Pedotm Readiness Review to demanstarte completensass 5Days 8 Amelia Bames ions
Recaive Readiness Review Anproval 1Day 8 Ametia Barnes Operations
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Operations Phase
|Confirm with exiting FMS 2023 Pay Scheduls dates are correct 1PDay 8 [Taytor Johnson |Payrell Depantment
|Print any required forms that will be unable to be comaleted web-based and prepare mailing plan 10-15 Daws 40 Cody Waits Enroliment Department
Collect Transition EnrolIment Paperwork for EORs and Emplovees 45 Days 400 Cody Waits Enroliment Degartmem
|Configure automated triaging of common €S calls 10ay B Toni Rose Customer Support
|Configure calt queue (eg. general inguiries, Sganish speaking, after hours VM, 1Day [ 'Toni Rose Customer Support
Configure 1VA syst=ms and tall prompts 1Day 4 Toni Rose Customer Support
ish a dedicated to!l-free telephone number with voicemail end call queue capabilities and the caparity to track ail

communications from any source: 1Day B Ton! Rose Customer Su; 3
Estabiish designated Yoi} Free E-Fax account 1 Day 4 Toni Rose Customer Suppon
Estabilsh EFTS acoount for Federal Tax Deposit, banking, funding program funds, adminstrative fees 1Day 8 Steghanie Gallagher Payroll Depsrtmant
Establish/setup Accounting sysiem and general ledgers 2Days 16 ISt!ghanie Gatlagher Payroll Department
Establish refevant email accounts 1Day 4 ‘Mlke Brower iT Degarment

T, TTY line 1Day 4 Tonl Rose Customer Supporn
1st deta transfer via SFTP using 103y B Ameiin Bames erations
2nd data transfer via SFTP [Chafigis o 1Egacy dats & New Cliert/ Emplofer/ Emplayee data) — loay 8 |Ameiia Barnes Ogerations
3rd data wransfer via SFTP using Template (Changes to legacy data & New Client / Emptoyer / Empioyee data) 1Day B Amelia Barnes Operations
4th data transfer via SFTP (Utilized funds| 1Day ] Ameiia Barnes erations
Sth (Final) data transfer via SFTP (CHent/Emptover/Emoloy=e names, Bemographics. and Final 2023 gross wages) 1Dmy 8 Amelia Barnes Operations
Transfer SUTA fog-in information to Paico 60-30 Days 650 suEhanie Gallagher Operations
Mail Resource Consultinl {ntroduction Letters 1 Bays 8 Victorla Evans Cperations
Resource Consuitants make Intreductory phone calls to Participants/Representatives 30 Days | 380 |Victoria Evans Ogerations
Send out Transition Enroliment Paperwork 10 Days | 40 |Cody Waits |Enroliment Department |

Milestone

Start of first payroll with Palco | 1day | 1 Stephanie Gatlagher |Payroll Department
First Payrolt Processed snd Paid Qut | 7 dayz 1 a0 Steghanie Gallaghsr Payroit artment

Early in the transition, Palco will use demographic data from the incumbent vendor to appropriately
designate regions and begin recruiting and hiring Resource Consulting staff to support the population.
This will assist in developing the process for enrollment planning and dissemination of information to
the members. As they are assigned, Resource Consultants will outreach individuals to provide
introductory information and guidance on the key steps they must take to ensure their transition goes
smoothly. This personalized approach will help mitigate confusion and ease the minds of those
transitioning. The customer support line will be immediately established with trained individuals
available to answer questions about the transition and help members feel at ease. More information
on how Palco will deliver Resource Consulting services can be found in Section 4.3.1 on page 120.

During transitions we work closely with the exiting vendor, train our internal enroliment, customer
support, payroll, and billing staff on the policies and programmatic requirements of the new program,
and develop training and communication materials to support the transitioning members and their
workers. We work closely with our state partners to ensure our systems are ready for data transfers
and file transmissions, working towards an integrated solution between our systems. We develop a
transition plan including a detailed timeline, perform readiness reviews, and hold frequent internal
and external planning meetings to engage all stakeholders in the implementation process.
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Quality Management System

Palco maintains a Quality Management System for all Subagent-F/EA FMS tasks. As evidenced
throughout our proposal, quality assurance and metrics are embedded in every task that we perform.
Our Quality Management System has two major components:

(A)PDSA Model of compliance performance standard tracking and auditing.
(B) COSO Internal Control Framework to ensure privacy, security, and integrity of our information.
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Figure 4: QA Framework, Systems, Processes & Procedures

QA Frameworl,

Y ' € » Responsibility Assignment
Sy > t ems,  + Continual Feedback
Processes &
Procedures

+ Performance Efficiency
» Monitoring, Measurement

Continuous Proceass
Improvement

» Analysis

|

intract Management
« Management Oversight
« Quantifiable Metrics

PDSA MODEL

Palco relies on the Plan-Do-Study-Act (PDSA) model to evaluate new
processes and engage in continuous quality improvement throughout the
organization. The PDSA model provides a mechanism to evaluate new
processes, new programs, or new systems by guiding the user through
planning the change (Plan), implementing the change (Do), observing, D
and learning from the implementation (Study), and determining what
modifications or improvements should be made to the process or
program (Act). This model is cyclical so that we regularly engage in a
thoughtful and purposeful evaluation of processes, programs, or systems
leading to continuous quality improvement.
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We will collaborate closely with Agency staff to brainstorm and implement solutions that can be easily
measured for success. Such actions are documented in our Quality Management Plan, which follows
our West Virginia-specific Policies and Procedures Manual. Using the Plan-Do-Study-Act model, we
can quickly adapt and adjust our processes using the built-in feedback loop for continuous quality
improvement.

INTERNAL CONTROL FRAMEWORK

As guidance and oversight, Palco’s internal control system is designed using the American Institute of
Certified Public Accountants core guidelines on internal controls, including the Committee of
Sponsoring Organizations of the Treadway Commission (COSO) framework, Accounting Standard
Updates (ASUs), and the guidance provided by the Public Company Accounting Oversight Board.

COSO is the gold standard for best practices related to internal controls. COSO is a committee of five
sponsoring organizations, including, and endorsed by the AICPA, that come together periodically to
provide thought leadership on enterprise risk management, internal control, and fraud deterrence.
Upon award, we will provide our Internal Control Manual as documentation. In short, this framework
provides a control environment that establishes:

Policies and procedures.
Segregation of duties.
Company culture founded on integrity.

Reconciliation.

Internal controls cover all areas of operations, including monitoring worker eligibility and status,
employer employment practices, tracking members’ budget funds, verifying accuracy of timesheets,
ensuring payroll accuracy, monitoring billing and claims submissions, and preventing, detecting, and
reporting known or suspected fraud and abuse. Internal controls are documented in our Internal
Control Manual, and they are tested at least monthly — with most common tasks tested weekly or even
daily.

Reconciliations are performed on a continual basis to ensure quality. This includes financial account
balancing, comparing data to ensure accuracy and completeness of transactions, and investigating
discrepancies. Palco prepares and submits a bank account report, including a monthly reporting of
bank account activity, a summary of the month’s bank activity, reconciliation of the bank balance to
the general ledger, and reconciliation of any amounts advanced to Palco.

The Agency will have access to our internal control and quality management tasks and outcomes.
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v4.2.1.2.6

Turnover Plan

If it should arise that Palco was no longer acting as Subagent-F/EA FMS to the Agency, we will engage
in a Turnover Transition Plan and provide at least sixty (60) days’ notice. The plan will include the
following activities at a minimum:

Appointment of staff to manage and coordinate all turnover activities outlined in the Turnover
Plan as approved by the Agency.

Plan to continue services until an effective turnover date is established.

Transfer of information necessary to ensure continuity of services for the recipients.

Implement a quality assurance process to monitor turnover activities.

Establish and communicate key dates and activities related to the turnover of services.

Provide a list of and timeline for post-turnover services, including filing tax reports, issuing W-
2s, managing unclaimed property, reconciling final bank accounts and general ledgers, and
providing final reports to the Agency.

We will execute the approved Turnover Plan in conjunction with the incoming vendor’s Transition Plan,
including maintaining service delivery staffing levels and providing all turnover data and documents, as
well as take the other action items specified in the RFP.

Change Management

In our industry, change is inevitable. We have learned from 25 years of experience that flexibility is
mandatory. Our processes and systems are designed to ensure rapid adoption to changes in federal
and state tax, labor, and program rules and requirements, including IRS changes in reporting, forms,
and procedures; federal and state Department of Labor overtime and wage reporting changes; changes
in state workers' compensation insurance rules/requirements; and state consumer-directed services
program policies and procedures. With each challenge we have faced, we have provided quality F/EA
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FMS and related support at vast cost savings while further honing our expertise in the provision of
consumer-directed services.

Palco provides executive leadership that includes dedicated program Account Managers (see Section
4.5.1.1.4 for staffing on page 137) and a dedicated Project Manager who will assist the Agency
during periods of industry or programmatic change. Our team has unmatched experience with large-
scale changes, and our track record supports our successful implementation of new programmatic
initiatives. We employ a disciplined process of requirement gathering, Agency sign off, development,
testing, and execution to ensure system features and changes are built correctly without surprises.

We understand rapid, organized, and timely launch decreases the burden on you and your members.
To ensure quality requirement gathering, our experienced staff will focus on understanding the needs
of the program and the goals that the State is aiming to accomplish. Tools like understanding and
mapping out the end user experience, writing stories that keep the person at the forefront of the
technology, and leveraging an agile sprint process help to ensure that we are successful in our
acquisition of knowledge. See Figure 5 for an overview of the Palco Product Development Flow.

Figure 5: Product Development Flow

Opportunities for customer input and participation

* Understand program roles - who does what?
Discovery » Create user personas - who are they?
» Map user journeys — what job are they dong?

Story-Writing « Whats the user trying to do?
and + What's the mumimum for gettng that done queckly?
Prioritization » What’ most valuable to the user and program?

+ Collaborate on the "how"
+ Show value quickly
* Stay flewble

Development
Sprints

« Regression testing
+ Celebrate with owners and stakehclders
« Contnuously learn how to do it better

Review and
Launch
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As system development and configurations are completed, we provide demos for key stakeholders to
collect feedback and verify satisfaction. Prior to releasing new features into production, staff will
participate in a cycle of User Acceptance Testing (UAT). UAT is performed using real-world scenarios.
Palco develops detailed test cases/scenarios. Once the application produces the expected results,
Palco will determine a production release date. This plays an integral role in the implementation
process leading up to go-live.

We also make available a sandbox test environment that allows stakeholders and future users the
ability to log in and have hands-on experience using the applications without the risk of altering real
member data or exposing sensitive personal and medical information unnecessarily. This environment
allows the following activities:

Testing user logins and permissions setup for program roles.

Walking through the enrollment process for Members/Employers of Record and Workers, from
basic demographic information to signing key forms online.

Managing vendor information and program assignments.
Viewing timesheets and payables.

Running reports and downloading data.

Entering and approving Worker timesheets.

Viewing payments and paystubs.

v4.2.1.6

Approval to Act as Sub-Agent

Before Palco can begin performing financial management services for members/representative -
employers in the ADW, IDDW and TBIW programs as well as members in TMH, we must receive federal
and state approval to be the F/EA.

Palco is recognized by the IRS as a Fiscal/Employer Agent operating under §3504 of the Internal
Revenue Code. We have a separate FEIN for the sole purpose of acting as a Subagent-F/EA FMS entity
and filing IRS forms and depositing federal taxes.

To become the Subagent to the Government F/EA FMS for the members/representative-employers,
Palco submits Form SS-4 (or its electronic counterpart) to the IRS to obtain the individual’s FEIN and
register the individual as an employer/HCSR (home care service recipient) with the IRS. The FEIN is
transferred to IRS Form 2678, Employer/Payer Appointment of Agent, which is sent to the IRS with a
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request for appointment of agent. Once the IRS approves Palco as agent, we maintain the IRS LTR
1997C, Notice of Appointment, in each employer’s file.

Should the IRS delay appointing Palco as agent, we will continue providing services under an executed
Authorization Agreement. This document allows us to act as F/EA for the individual during the interim
period of submission to approval. It also serves as an informed consent agreement statement between
the Agency (Government F/EA FMS agency) with each member/representative-employer
acknowledging the member/representative-employer is informed the Government F/EA FMS agency is
using a Subagent, the tasks the Subagent is performing, and that the member-employer agrees. Once
confirmation is received from the IRS and state agencies, we can file and pay employment taxes on
behalf of members. We retain all documentation, executed forms, and identification numbers in the
individual’s case file.

We utilize IRS Forms 8821, Tax Information Authorization, to speak with the IRS in case we experience
difficulty in obtaining a FEIN, becoming agent, or filing taxes. The form requires CAF numbers, which
are designated to tax professionals, such as CPAs and attorneys. Palco CPAs’ CAFs are prepopulated
on Form 8821, when applicable, as second appointee on the 8821 alongside the State as Government
F/EA FMS Agency. Executed copies of Forms 8821 are kept in each CLE's file and renewed, when
necessary, as these forms expire after seven years.

We also register each employer with state income tax and unemployment agencies. To this end, we
file executed West Virginia Form WV-ARI-001, Authorization to Release Information, and West Virginia
Form 2848, Authorization of Power of Attorney, for each employer we represent. We retain all
documentation and account numbers in the individual’s case file.

This enrollment process is tracked in our electronic database in case of IRS error or other matters that
may impede agency approval. It also serves as our internal control for this process, and all actions are
documented in our Policies and Procedures Manual.

The IRS and West Virginia routinely update tax forms. Palco ensures we use the latest forms by
subscribing to a multitude of publications, including the IRS website, the American Institute of Certified
Public Accountants Tax Inside periodicals, and through Applied Self-Direction updates. We also check
websites quarterly to ensure we are using the latest forms. Any updates, additions, and revisions are
included in our processes and software, and our Policies and Procedure Manual is updated accordingly.
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va.2.1.7

Referrals & Prior Authorizations

Palco will enroll with the State of West Virginia’s Utilization_Management Contractor (UMC) to obtain
referral, eligibility, and authorization data.

Palco’s in-house Case Management Portal (CMP) is our singular location for the input and digestion
of all referrals and prior authorizations. Information can be exchanged through a user interface
configured for Resource Consultant/State staff through an automatic Application Programming
Interface (API) established with the State’s UMC for automatic input and execution. When necessary,
we also allow other means of input, such as manual or Excel spreadsheet import of data. All initiation
or referral data, regardless of the source, is checked for errors by enroliment quality assurance staff
the day of receipt.

Palco receives prior authorizations from UMC and uploads them into our system daily. As an example,
Palco receives daily service reports through an electronic data interchange for our neighboring
Pennsylvania program, automatically inputting new and updated service authorizations into our CMP.
Any issues or discrepancies with the data are identified immediately and assigned to Palco program
staff for follow-up. This efficient and automated process prevents errors in data input and is almost
instant. Incoming referrals are automatically routed to our program teams processing enrollments and
providing training to ensure all barriers to accessing care are eliminated.

Prior authorizations seamlessly become part of the overall budgeting application, where the following
information is displayed for Agency staff to view:

Medicaid Member’'s name and ID, if applicable.

Beginning and ending date of the budget.

Whether this is a new, revised, modified, or terminated authorization.

Type, number of units, and dollar amount allowed for payroll-related services.

Type, number of units, and dollar amount allowed for non-payroll-related goods and
services.

PALCO CMP BUDGET / SERVICE AUTHORIZATION MANAGEMENT TOOL

More than any other area of our application, we have invested in the Service Authorization
module to meet any program’s needs. Our module is extremely flexible because it needs to be to’
meet your needs. With each Service Authorization, we capture the following information and more:
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The overall Service Authorization Plan span term (e.g., biweekly, monthly, annual).

Each individual Service Authorization line-item date span may be different from the overall span
(e.g., one line-item authorization spans 18 days, while another authorization spans 365 days).

The status of the overall budget and each line item. This allows users to disable individual
service authorizations that are no longer being utilized without having to disable the entire
Service Authorization Plan.

Procedure codes and billing modifiers for each service authorization, so that the billing
information stays intact from point of entry through timesheets and on to the claims system.
Budgetary or unit limitations on the entire Service Authorization, on groups of line items, or on

individual line items. These limitations will be in terms of dollars, units, or both. If units are
selected, we support varying unit lengths — 15-minute units, hour units, and daily units.

Our cloud-based budget module was built to be entirely flexible to support each member’s unique
plan. Through our years of experience in multiple states across the country, we understand how critical
the set-up and revision of budgets is to ensure a successful payroll. Each individual budget contains
all pertinent information about the members and qualified workers or vendors supplying the service,
when applicable. Additionally, its graphical user interfaces display information that is easy to
understand.

We know authorizations can often be complicated, with coverage being intermittent or provided on a
unique timeframe (e.g., Personal Care is biweekly, but Transportation is provided monthly). Over the
past two decades, we've learned some tricks on the best way to display this information. For example,
the green bars in Figure 6 visually represent when a particular authorization has a gap in service.

Figure 6: Service Authorization QOverview
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We try to avoid issues at the front end. Our Service Authorization module is embedded with controls
driven by program rules, as defined in our backend rules engine. Full integration of this budget tool
with the payroll processing and validation suite of the Palco CMP ensures that all payroll is validated
against the Member’s approved prior authorization before paying’.

When budgets are entered, the system performs mathematical checks to compute payroll costs,
___considering_the employer’s unique tax rates. Upon the contract award we will configure the

system for West Virginia tax rules.

Limitations on overtime or other programmatic limitations, such as timely filing for billing

purposes, will be defined in the Service Authorization. System alerts will be customized to

prevent or simply alert users from attempting to sidestep those rules.

Workers are limited to view and select only services for which they are enrolled and approved
to provide to that member. Additionally, system controls prevent billing for items not
authorized on the plan.
ELIGIBILITY CHECKS
To ensure that Authorizations are still valid, we run eligibility checks daily via a 270/271 or customized
process. If UMC can ingest EDI files, Palco will use a 270/271 process; however, we are also accustomed
to ingesting customized feeds. For example, for one program that serves over 2,000 individuals, we
use an Excel spreadsheet to assess eligibility information and extract assessment and Fee-for-Service
Managed Care capitation data, while for another program serving over 5,000 individuals, we use a
270/271 EDI process.

To conduct eligibility verifications, we first compile the data from our case management software and
submit it to UMC. Eligibility checks allow us to block off time during ineligible periods in our system
so that the Member/Employer of Record and Worker cannot submit time for ineligible periods.
Eligibility verifications are typically done daily, but can be on a less frequent schedule, as agreed upon.
We recommend that the checks be done at least prior to payroll. We also recommend that the checks
include all individuals — not just individuals who are limited to submitting timesheets — as this will help
ensure that time is blocked off from entry, should someone be moved to an active status by a Case
Manager prior to full Medicaid eligibility. We also have the ability to access any UMC portal to check
medical eligibility manually.

Lastly, our solution generates automated email notifications to members, workers, case managers, or
Agency staff once authorizations are entered or if eligibility is lost. Using the workflow and queuing
processes, if a Service Authorization is nearing expiration, automatic email notifications are generated
to facilitate timely renewal. These notifications are configured to send at varying intervals, such as, but
not limited to 24 hours, 1 week, 30 days, or 60 days.

'For the purpose of determining service allocations and budgets, the Palco system also contains a budget calculator
resource that can aid in the development of service and support plans all in one location. As an example, our budget
calculator for our Colorado line of business is a good example of how we can accommodate a sophisticated task and hours
set up to determine budget allocations including daily rates that compute into a monthly and annual allocation.
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v4.2.1.8

Program/Budget Configuration

Palco knows from experience that programmatic policy and legislative changes happen quickly. When
changes are needed, it's our job as the FMS to react and adapt quickly with minimal impact to our
state partners, and program recipients. That is why we designed our system to be completely
configurable and dynamic. This presents itself most profoundly in our Program/Budget Configuration
module.

Here, Palco staff can instantly change existing business rules through a configuration module instead
of being hard-coded. This is an important and valuable distinction because it means we do not need
a developer to write new code or update existing code, test, and deploy it to production. As a result,
you benefit from our ability to add, remove, or change service rates and any of their related
features — such as whether the code is payable to workers, vendors, or both - in well under sixty (60)
days at no additional cost to the Agency.

Some of the items you can easily change with a configuration are:

Adding and removing service codes.

Changing the minimum and maximum allowable rates for each service code.
Minimum wage changes.

Standard workweeks for overtime rules.

Pay period frequency (e.g., daily, weekly, biweekly, or semi-monthly).
Spending caps and/or funds or unit limits.

Restricting certain codes from being payable to a worker or vendor.

Adding paid time off to budgets.

Changing default tax rates.

Whether a service code is subject to EVV and/or EVV aggregation.

Payroll validation checks that reflect programmatic rules in compliance with West Virginia
program policy manuals and State EDI Companion Guides.
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v4.2.1.9

MMIS Interface

Palco will enroll with West Virginia Medicaid Management Information System (MMIS) and obtain a
West Virginia Provider ID to support electronic claim EDI submissions. Palco’s ANSI X12 billing solution
component of CMP supports multiple State and Managed Care payors and companion guides, and
Palco has utilized this tool in a dozen states. Palco’s expertise includes a skilled MMIS billing and
claims team with more than 40 years of experience.

EDI submissions to the MMIS portal will be in accordance with Agency billing and contract
requirements and procedure codes. As stated in Section 4.2.1.2.4 on page 14, one of the first steps
in our implementation is establishing all the procedure codes and related business rules in our Case
Management Portal. This establishes limits and double redundancies to ensure EDI submissions
conform to Agency requirements. Palco will send the following EDI submissions, in accordance with
Agency billing and contract requirements, using proper procedure codes:

1. Member service claims to/from MMIS, in compliance with Chapter 600, after the services are
rendered. Prior to claims submissions, comparisons and reconciliations are conducted to ensure
that we are billing the correct amount and that payment is not made for services provided to
ineligible individuals or for services that are not authorized, and are in accordance with the
members spending plan, established service rates, are in accordance with Agency billing and
contract requirements and procedure codes.

2. Administrative per-member-per-month monthly claims will be submitted to the Agency in
accordance with Chapter 600.

Claims will be submitted electronically to the Agency through the State’s MMIS claims system for
services performed within 90 calendar days of date of service, in accordance with the member’s
spending plan and established rates.

Further, Palco will check the MMIS portal regularly for notifications. After member services are
completed, claims will be submitted for all payments received from the State’s MMIS system in
compliance with Chapter 600.
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v4.2.1.10,4.2.1.11-4.2.1.19

Claims Submission

In accordance with the state’s billing requirements, Palco will bill Medicaid services and administrative
services via the MMIS or the State’s system. Palco currently integrates with various Medicaid
Management Information Systems (MMIS), to support our billing functions. All billing records support
the amounts of Medicaid services claimed on the Health Insurance Portability and Accountability Act
(HIPAA) electronic claim form or EDI claim. All EDI transactions comply with HIPAA security standards
for electronic PHL.

To ensure that HCBS services are not provided or billed when a member is admitted to a nursing
facility, hospital, or Intermediate Care Facility for Individuals with Intellectual Disabilities (ICF/IID),
eligibility is checked daily to determine any instances where the member is admitted to these facilities.
If this occurs, the individual’s case status in our system is updated to suppress their ability to submit
time for the dates of service that fall within their facility admittance date span. Any time previously
submitted for those dates (e.g., in the case we learn of the admittance after the fact), will be
automatically rejected prior to turning into a claim. Our modern technology and business rules
ensure the highest degree of proactive fraud prevention for your program.

To avoid surprises to the workers and vendors, Palco publishes our business rules surrounding payroll
and vendor services, including Participant-Directed Goods and Services (PDGS), Environmental
Accessibility Adaptations (EAA), and other participant directed vendor services. Such rules include
comparisons against real data to ensure the validity of the claim and how to submit online claims.
More information about payments can be found in Section 4.2.1.20-4.2.1.24 on page 33.

Our systems are embedded with a combination of controls that perform cross-checks and calculations
to prevent over-billing of service hours or goods and services. Just before claims submission, the
following comparisons and reconciliations are conducted to ensure that we are billing the correct
amount and that payment is not made for services provided to ineligible individuals or for services
that are not authorized:

Statuses during the period are checked against potential claims to ensure that the member does
not receive services during “ineligible” periods, such as hospital stays. We have established’
processes for determining when a member is admitted to a nursing facility or hospital, and the
length of stay, or if the member is otherwise engaged in any other activity that would render
them ineligible for billing purposes. We train on self-reporting and false claims provisions
during the Member/Employer of Record orientation and maintain touchpoints with the State

palcofirst.com |-30



Section |

Project Goals and Proposed Approach

and Resource Consultants to ensure that we are notified of any changes in eligibility or status
that could impact claims.

Service authorizations have a matching prior authorization.

The amounts claimed on vendor invoices or worker timesheets are compared to the service
authorization. Any excess amounts are not billed.

The amounts claimed on vendor invoices or worker timesheets are compared to both
“established wageranges and/or service rates.” < '

FUTA and SUTA thresholds for workers are checked against the general ledger to ensure that
we bill the proper rate. If the worker has exceeded applicable wage thresholds, the rate billed
will be reduced.

Palco will bill administrative services only for members who meet the following criteria:

Have authorizations, with a corresponding service code, for the date of service being billed.
Have completed their enroliment meeting with an active status.

Have at least one DCSW who is qualified to provide paid services. (Unpaid work is not allowable
for billing administrative services.)

Once the claims have passed their initial checks and validations, we generate the 837 or similar claim.
Claims are submitted via the state fiscal agent for services within 30 days of the date of service. All
claims are submitted in accordance with the member's authorizations and State’s billing and
agreement requirements.

We accept response files in a variety of ways, but typically receive an 835, or a similar Remittance
Advice once the claims have been processed. If the claim was not paid, we determine the cause and
resubmit if necessary. Non-compliant files or transactions will be reviewed, adjusted, and returned for
processing within the same payroll cycle. Our system is seamless on the backend, which enables us to
send claims in large batches and receive large response files. Because everything is automated,
adjustments happen quickly to resolve any billing disputes.

Medicaid and administrative services paid are reconciled to units billed and units paid on a weekly
basis by the Billing Department, with Palco Internal Audit reviewing claims monthly. Adjustments,
resubmissions, and corrections of claims will occur in a timely manner, within no more than three-
hundred sixty-five (365) calendar days of date of service. When we receive funds from Medicaid, we
generate a report that compares them with funds authorized on the budget and funds billed.
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Although our systems are tested, errors do occur from time to time. If a billing error occurs, Palco
takes the appropriate action, which may include making refunds to the State. If necessary, we will bill
the employer directly or work out a payment plan should their claims exceed authorized amounts. We
understand that overpayment recoupments occur within ninety (90) days of identification, and we are
responsible for replacing such funds.

To ensure quality, we review a billing sample on a quarterly basis and trace it-through our accounting
system to payment and billing. Our banking and accounting controls include the following:

Proper segregation of duties engaged through the payroll process with operations separated
from reconciliations.

Reconciliations performed on a continual basis to ensure quality. This includes comparing hours
of services billed and paid, a review of items left to be paid, reviewing records for accuracy and
completeness, and investigating discrepancies.

Maintaining billing records for internal audit purposes that verify amounts of claims and
support claims.

An accountability system including quality indicators, performance metrics, and methods for
monitoring key indicators.

Internal processes to ensure all areas of operations are, including worker eligibility and status,
employment practices, tracking member’s budget funds and spending plan activity, verifying
accuracy of timesheets, ensuring payroll accuracy, monitoring billing and claims submissions,
and preventing, detecting, and reporting known or suspected incidents of fraud and abuse, are
all functioning properly.

Each time a payroll is complete, money received for payment of funds is reconciled to money paid out.
In addition, each month, the bank statement is reconciled to CMP. Regular reconciling of all funding
is critical to ensure that internal controls are performing properly, no fraudulent transactions have
occurred, and individuals are using their budgets appropriately.

Should the State elect to move towards Managed Care, Palco has the experience to bill in a managed
care environment including those serving diverse populations and multiple waivers. We currently bill
various MCOs in multiple states. In some states, we work with multiple MCOs for the same program,
meaning that we submit three billing files — one for each payor MCO. In other Managed Care
environments, we send encounter data. Palco is versed in MCO billing, and our systems support all
ANSI X12 EDI file exchanges.

Palco will only bill for services that have been authorized. The Agency, Resource Consultant, or

member/representative-employer can access, and review services authorized and/or services utilized
as well as remaining balances on our online portal, as shown in Figure 9 and 10 in the next section.
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v4.2.1.20-4.2.1.24

Payments

For each program, we establish and maintain an accounting and information system for receiving and
disbursing State funds, and for tracking transactions and balances. Palco understands the public
fiduciary responsibility we are tasked with, and we take it seriously. As a company owned by CPAs,
finances are proactively managed and business decisions are made conscientiously. Palco continually
audits program funds. Among other fiduciary oversight tasks, Palco’s Chief Financial Officer, and Chief
Executive Officer, both Certified Public Accountants, review monthly reconciliation reports and
financial statements.

Our banking and accounting controls include the following, approved through a Board resolution:

The owners of Palco are the only allowed signees on our bank account. All checks must be signed
by an owner of the company, who are both licensed Certified Public Accountants bound by
codes of professional ethics related to financial integrity.

Our financial institution has an exclusive list of pre-approved entities that can withdraw money
or debit funds from our accounts. Such entities include the IRS for tax payments, the program,
and state tax authorities. Anyone not on this list cannot debit funds. Funds withdrawn must be
approved by the Board of Directors and may only be for program taxes, insurance, and bank
charges absorbed by Palco.

Annually, we execute a notarized Memorandum of Understanding (MOU) with our financial
institution. This MOU establishes a clear understanding that the account’s funds belong solely
to the Medicaid beneficiaries, and creditors are not allowed to encumber or acquire funds from
this account.

Randomized time-sensitive passcodes are generated by our financial institution each time we
send a direct deposit file to prevent unauthorized access to funds.

Proper segregation of duties is engaged through the payroll process with operations separated
from reconciliations, for example.

Palco follows Generally Accepted Accounting Principles (GAAP) in the use of a general ledger
and subsidiary accounts for handling of member funds.

Reconciliations are performed on a continual basis to ensure quality. It includes financial
account balancing, comparing data to ensure accuracy and completeness of transactions, and
investigating discrepancies.

Palco prepares and submits a bank account report, including a monthly reporting of bank
account activity, a summary of the month’s bank activity, reconciliation of the bank balance to
the general ledger, and reconciliation of any amounts advanced to Palco.
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Palco will retain a one-time minimum reserve to pay for three (3) months of estimated service
costs prior to the contract start date to account for retroactive payments from the Agency for
billed claims.

Palco will prepare, issue, and disburse worker payroll and vendor payments on an agreed-upon
schedule, per the State payday requirements, and will manage all federal, state, and local employment
related taxes and insurances in compliance with federal, state, and local requirements. We take fiscal

responsibility seriously. We carry out Subagent—F/EA tasks under Section 3504 of the IRS code and
Rev. Proc. 70-6, as modified by Rev. Proc. 2013-39.

Palco fully understands the requirement to educate members on payment submissions and will ensure
services are not billed before they are rendered, except for transition services, Environmental
Adaptations (EAA), and Participant-Directed Goods and Services (PDGS). We will also ensure that we
enable the option for vendors to receive electronic payments via our online portal, which is described
more in Section 4.2.1.97 on page 78.

MONITORING TAX EXEMPTIONS

As previously mentioned, Palco’s cloud-native and 24/7 accessible Case Management Portal serves as
the multi-tenant repository for all program member-related data and program business rules. This
modern technology platform, built in-house and designed for self-direction, is the backbone of the
Palco service delivery. It contains various modules for case management (records, member info),
accounting (utilization, pay ledger/history, repository of pay rates and employer cost rates,
exemptions, tax rates, workers' comp, budgets), billing, enrollment, time entry, and reporting.

Our internal core team of expertly trained certified public accountants are equipped with software that
makes monitoring tax exemptions a cinch. All of the uncommon tax scenarios and exemptions found
in self-directed service models and states across the U.S. have been accounted for within our
configurable software. Elements including the ability to individualize exemptions and program rules
based on various relationships at the worker and employer level ensure the highest degree of financial
ethics in the industry, guaranteed to keep more money in the hands of the State, Member budgets,
and DCSWs.

As we know, DCSWs who provide domestic services may be exempt from certain taxes, like FICA, FUTA,
or SUTA, depending on their familial relationship with the employer (see IRS Publication 15 and IRS
Revenue Procedure 2013-39 for more details). Palco has the capacity to calculate deductions related to
Difficulty of Care payments per IRS Notice 2014-7, should the Department choose to accommodate
this offering. Palco currently accommodates this on both state and federal income taxes in multiple
states.

When payroll is calculated in our system, we determine if the worker is over their FUTA or SUTA wage
threshold for the year. If so, no additional taxes are charged.
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Additionally, States are occasionally subject to a FUTA Credit Reduction process. Because Palco has
faced this many times in the last quarter-century, we designed our system to handle such changes in
the least obtrusive way possible. When States face FUTA credit reduction or changes to the default
SUTA rate, Palco globally adjusts the FUTA or SUTA rate for all employers in our system with a click of
a button. There is no need to adjust rates individually or wait for an IT production system deployment
for the rate to be adjusted. Our modern technology ensures these configurations are possible without
_an abundance of resources.

Please note that although the SUTA default rate is globally adjusted, it only impacts new employers
who do not have an experience rating with unemployment claims. Our system stores unique SUTA
rates for each employer.

When a worker is exempt from taxes or over threshold, Palco exempts the specific taxes from payroll
and the employer share of such taxes are not billed in our claim submission process. This fully
individualized process is the most fiscally responsible process and sets Palco apart from other FMS
vendors.

Palco’s software, built for consumer-direction, provides interactive dashboards and visibility for
internal and external professional users to understand exactly how these taxes are set up — on both an
employer and worker level. The Employer Cost tab within our Case Management Portal (CMP) provides
a detailed breakdown of all taxes and budget expenditures while allowing users to dig down into a
specific worker’s cost via the interactive dashboard. The “Quick View” tab provides a snapshot of the
default employer cost comprised of the standard FICA, FUTA, SUTA, Sick Time (when applicable), and
Workers' Compensation (when applicable) costs every employer is subject to. Palco understands that
the West Virginia program workers are not subject to workers compensation at this time and the
system would be configured appropriately for this. See Figures 7 and 8.

Figure 7: Employer Cost Quick View

SELECT EFFECTIVE DATE: 11/02/2022

DEFAULT EMPLOYER COST:

WORKER-SPECIFIC COSTS:

Brita Lbrita 3.3300%

David Ldavid 12.4200%

The “Details” tab provides a breakdown by worker and allows users to toggle between workers to view
their individual costs and any exemptions they may have elected. Palco charges the employer cost
on an individual basis rather than in the aggregate. Charging the employer cost in the aggregate
is a commonly used practice by many industry FMS providers. Doing so unfairly charges the
member (and State) for costs they did not actually incur. Palco only collects the necessary taxes, down
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to the penny for that worker. This best practice saves the State money and ensures fiscal
responsibility of Medicaid dollars is upheld. It also ensures that the member can maximize every
penny.

Figure 8: Employer Cost Details

CURRENT RATE SUMMARY-FOR BRITA'LBRITA

SELECT COST TYPE: | Brita Lbrita v worker sTaTus, [0
TAX/COST TYPE | EFFECTIVE RAYE % | EFFECTIVE DATE
wC ~ |1.6300 01/01/2022
FICA [#" [ExemeT) 08/19/2019
FUTA [ |(Exemrr) 08192018
PTO [1.7000 01/01/2022

FMLA 0.0000 01/01/2022
SUTA r 4 08/19/2019

TOTAL 3.3300%

Worker residency, relationship with the employer, and live-in status collected during enrollment
provides tax exemption and overtime calculation information in accordance with IRS rules regarding
domestic employment, the Department of Labor Home Care Rule, and state employment-related rules.
Workers are paid according to the rate set by their employer (which may differ by worker) in compliance
with federal and state tax and Department of Labor wage and hour rules for regular and overtime pay.
Payroll calculations are discussed in more detail in Section 4.2.1.68, 4.2.1.82 on page 66, and related
payroll tax filings are discussed in Section 4.2.1.69-4.2.1.81 on page 68.

BUDGET SPENDING MADE EASY

Palco’s goal is to make budget utilization transparent and easy to understand. Our portal’s budget
spending summaries and payment details are accessible 24/7 by Agency staff, Case Managers, and
Member/Representatives to allow them real-time management of authorizations and hours, a critical
piece of the consumer-directed service model. Reports can be generated directly from our system by
Agency staff, Case Managers, and Member/Representative at any time. Reports compare monthly and
cumulative self-directed service expenditures to the amounts allocated in the member's budget and
spending plan.

Spending reports can be generated to output items occurring within a set of service dates — or it can
be generated on a budgetary period, as shown in Figure 9. Both views — dollar amounts spent and
remaining, as well as related percentages of spending — are shown. When applicable, units are also
shown.
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Figure 9: Spending Summary 1

BUDGET UTILIZATION (DEDUCTIONS - AMOUNT SPENT) &

Display results by: ® Budget Select Budget ~
O Service Dates
8Y ACCOUNT GROUP: Al v BY AUTHORIZATION: All ~ =

After making selections, users can see starting and ending balances, as well as percent utilized. When
accounts are overspent, they display in red text. Each section can be expanded by clicking the arrow
next to the line item.

Figure 10: Spending Summary 2

« Funds Period Start Date: 01/01/2022 =2

» KS WORK - PAYROLL STARTING BALANCE: 6729.82
I NIGHT SUPPORT
* {ADLS / ADLS
SUBTOTAL: $-6697.15
CURRENT BALANCE: $32.67
UTILIZED: 99.51%

* TRANSFORTATION STARTING BALANCE: 56.00
SUBTOTAL: $0.00
CURRENT BALANCE:  $56.00
UTILIZED:  0.00%
' EMERGENCY MONITORING STARTING BALANCE:  39.25
SUBTOTAL: $-39.95
CURRENT BALANCE:  $0.00
UTILIZED:  100.00%

“Funds” describes how many member/representative-employer funds were utilized during a
particular time period. This information can be filtered by account group, authorizations, and/or
payee. A line-item listing provides the name of the payee (worker), reference ID, time period, and
amount utilized.

This information is also reflected in additional views that many of our members/representative-
employers and Agency partners find helpful. For example, our system includes a Monthly Client
Expenditure Statement tool (Figure 11 below) that displays real-time information of allocations,
utilization and balances for a specific monthly time frame. This feature is particularly beneficial
in a program where budget authority is incorporated, and members/representative-employers
have full control requiring them to monitor their balances and reserves.
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Figure 11: Monthly Member Expenditure Statement

MONTHLY MEMBER EXPENDITURE STRTEMENT

2023-01-01 - 2023-12-31 ~
P ——— /Name: RONALD LRONALD {084065}
Medicald 1D:
Certifcation Perfod: 20230101 - 20231231 =

Authorized Representative,  TREVIN LTREVIN (084207)

Spending Summary

- Agcount Group Allocstion Expenditures Hours Balance
- EBD/SCI/BI/CMHS 5 i }}370375 $8,653.20 _ 422.00 534«.055.53
Attendant Pay B
Arzendant Name Relesionship To Participant Months Worked Average Hours/Morntt Average Hourly Wage
‘REBECCA LREBECCA 3 140,66 320.00

WENDY LWENDY [ 0.00 $0.00 t
Detalled Spending

Fiiter By Accourt Group v

]:MDIII’I *® Account Group © Allocati Exp dis Employer Costs wm.i-gm Balance Parcent Uﬁ!lud
iJan 2023 COASS $3,642.4C $4,437.71 £252.51 -$795.31 121.83%
iFeb 2023 CDASS $3,642.40 $3,492.79 519874 $149.61 95.89%
TMar 2023 CDASS $£3,642.40 517270 $98.02 $1.918.70 47.30%

Apr2023 CDASS £3,642.40 0.00 $0.00 $3,642.40 0.00%
h

TotaL $14,569.60 . 5965320 54,916.40

Furthermore, professional users like State/Agency staff and Case Managers can benefit from our
interactive widgets as exampled in Figure 12 below and system tools such as our budget justification
snapshot which can help individuals understand from a quick glance what services are being utilized
the most for their care needs. In this example Case Managers can quickly see the breakdown of how
this member is utilizing their authorized services and what amount of services is remaining to be
allocated for other services like goods and vendor payments. Each section of the chart can be drilled
down further for more data and valuable analytics about the allocation and utilization.

Figure 12: Budget Justifications

Budget For DRE384 Fresnel Kimpembe

UNALLOCATED - 17309  ooommemmsommeen

Budget Info

SELF-DIRECTED PERSONAL CARE 99508AC (VBQ) - 22.41%

RESPITE T10055D {PAY) - 2867%  ~—

SELF-DIRECTED PERSONAL CARE 99509 (PAY) - 37.62%
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v'4.2.1.25-4.2.1.49

Enrollment

Over the past 20 years, we have streamlined the enroliment process by simplifying our documents as
much as possible, requiring only the necessary information to appropriately render services, and
remain compliant with our programs, states, and federal requirements. Palco’s online cloud-based
enrollment system is the most user-friendly in the market and allows Members/Representative-
Employers the opportunity to sign all required forms online, enroll via a completely paperless
process, and track the entire process online in under 3 minutes.

When the Member elects to enroll in the consumer-directed service model, Palco will provide outreach
and two methods of packet distribution:

1. Online enrollment. Enrolling online through the portal is the fastest way to sign up for the
program. Users sign and submit afl forms online and are notified of submission errors in real-
time, allowing them to correct issues before finalizing and submitting documents.

2. Paper packets. Individuals may request a mailed or emailed packet. The customer support
agent logs the request in the web portal, where it can be tracked. An enrollment specialist
generates a prepopulated packet with the click of a button, and the packet is sent to the
individual via secure, encrypted email or mailed to the individual’s home.

We will customize our user-friendly Member Enrollment Packet and Worker Enrollment Packet to
contain all forms and information required under this program. Our goal is to reduce enroliment wait
times and make the transition to self-direction as smooth as possible. We prepopulate all packets to
the extent possible to reduce the fields that families must complete, and we offer a variety of solutions
for completing packets. All enrollment packets will be available on the program page at
www.PalcoFirst.com.

No matter the method, Palco prefills as much data as possible to mitigate potential errors, speed up
enrollment times, and remove a common barrier to receiving services. Such data includes Palco’s
information (e.g., contact information, FEIN, our agents), Member and/or Employer of Record
information (e.g., name, address, date of birth, phone number, and other identifiers), and general
information (e.g., “"HCSR" for “Home Care Service Recipient,” as required, in member title fields).

All materials are available in alternate formats upon request and are in an easy-to-read and

-understand format. Palco’s contact information for questions and technical assistance is printed on
all materials.
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Packets are reviewed against a standard checklist to ensure
accuracy and completeness. Should a paper packet contain forms
with incorrect or missing information, the information is logged
into our system. Automatic emails will also be sent to individuals
who provided an email address.

_Only the forms with errors are returned with an explanation of how _

to remediate the errors. Follow-up activities are notated in our
system through a workflow tracking system. This monitors the time
taken for enrollment, how long errors have been outstanding, and
allows our customer support center to see all information in real -
time should an individual call regarding additional questions or
needing assistance with the process. Notifications are done via
mail, email, or phone, when applicable.

Enrollment staff quality check and review each form. Packets are
processed within two (2) days of receipt. Mistakes are rarely made
with online enrollment packets because of the system’s real-time

PA Transition

When Palco took over the
program for Pennsylvania, the
state was plagued with
extremely long enrollment
times — up to 27 days in some
cases. After we took over, we
completely revolutionized
stakeholder access to self-
direction with enroliment
processing times of less than
one (1) business day month
after month for more than
three (3) years straight.

integrity checks and workflows. However, should there be errors, they are logged into the system and
communicated within three (3) days. Automatic emails notify the enrollee of the error in clear and
specific language, directing them to the issue(s). Reminder emails are sent at various time intervals

after the initial submission.

“Dicia (Palco Enrollment Specialist) explained what the forms that were needed for the
changes | needed to make. She was very kind, and | felt like she knew what she was

talking about. She took care of my paperwork quickly and let me know once they were
completed. | was very impressed with her knowledge and quickness."
-Randy L. from Arkansas (Used with permission)

After a completed submission, the following important steps occur:

Data is inserted directly into our database.

The documents are saved in our document management system in the enrollee’s case file with
appropriate metadata tags for easy retrieval. This eliminates the need for scanning, which can
sometimes result in hard-to-read forms, potentially delaying enroliment.

An immediate, real-time notification is auto generated and sent to the Palco enrollment staff
assigned to the West Virginia enrollment work queue to complete additional tasks, such as

background checks or obtaining tax identification numbers.
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All packets, regardless of the source, are stored electronically in our Portal. Therefore, anyone with
access to our system can view the approved and rejected documents sent to Palco.

Enrollment activities are supported with our Policies and Procedures Manual. To support quality and
ensure a smooth and transparent enrollment process, we monitor all enroliment-related activities,
including paperwork completion and worker clearances, through the following:

activities, background and credential checks, and receipt of forms, is utilized so that all staff know
where the individual is in the enroliment process, should they call for assistance.

Application of benchmarking standards, such as the time it takes to enroll and credential
providers.

Reports for cases with a pending enrollment status, expired licenses, or credentials, and taking
follow-up action to complete enroliment and renew the DCSW's information.

Management review.

See Figure 13 below for an enrollment workflow summary. Through every step in the process, our staff
is here to help guide users.

Figure 13: Enrollment Workflow Summary

Intake - Process Flow

New referral Link or packet Link provides User logs in, Palco enroliment Forms are
submitted/ sent to EOR/PAR/ ability to completes the is notified of processed,
initiated in Intake. EE. electronically forms, signs submission required checks
complete forms electronically and and reviews for completed, and
and download submits. completion. good-to-go email
resources issued.
independently
or with the
support of their
Consultant/
Support Broker.
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ONLINE ENROLLMENT

Palco’s enrollment system is cloud-based and can be accessed securely from any web browser.
Enroliment online is the preferred method of enroliment because it is fast and practically error-proof.
The system ensures that all required data elements are captured and that every required field on the
forms is completed before submission can occur. Submission of a completed enrollment is instant,
getting the forms directly into the hands of an enrollment specialist (rather than waiting on the delays
-of the-USPS;ascanner,or-email-box). —

Members/Employers of Record (or Workers) who elect to enroll online receive an automated email
notifying them that their packet is ready for completion. Each welcome email contains an encrypted
token that allows the user to access their personal enrollment. Access is granted once security is
verified.

Once the enrollee is logged into the system, the user is guided through a step-by-step workflow. Fields
or forms requiring review or signature are flagged. As items are completed, the enroliment wizard,
constantly navigating them through the process, notifies the user of their remaining steps to complete.

Palco’s Intake application has built-in controls to prevent form submission until all required
fields are completed accurately. Errors are displayed in real-time for users to fix immediately
prior to submission. Figure 14 below provides a visual of the enroliment summary tab alerting the
user to missing information, as denoted by a red asterisk. When using the Palco portal to complete
the necessary forms, the total estimated enroliment time averages less than three (3) minutes.

Figure 14: Intake Enrollment Tab

VPALCO

’ r\’ T A K [ Margaret LMargaret A ODP worker

Enroliment Summary

ENROLLMENT SUMMARY
Complete: 1% Started: 08/11/2022 Status: Initiated
Consent: 0%
* Consent
Worker Info: 28%
v First Name
Q Middie Name
v Last Name
[ Email
v ssn
* Physical Street
O Pphysical Street 2
* Physical City
* Physical State
%* physical Zip
o e e 3 (o] Physical County
Backend Reglstratir % Mailing Street
O Mailing Street 2

Once an enrollment is completed, the user submits it to Palco with the click of a button, and they are
able to download their completed forms for their records.
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PAPER-BASED ENROLLMENT

While online enrollment is highly encouraged, Palco understands the needs of the self-directing
population with limited access to technology; therefore, we maintain a paper-based enrollment option
to ensure all individuals have access to services. In the event a paper enroliment packet is received,
Palco staff immediately scan and route the enrollment documents through our document management
system, where they are time-stamped with the date of receipt. All forms are pre-coded with appropriate
‘information-prior to us sending them:-These codes allow our system to-automatically route documents
and forms to the appropriate program enrollment processing queue. This queue is staffed with Palco
Enrollment Specialists dedicated to this project. They understand the unique requirements of the
consumer-directed program.

Palco will issue a “Good to Go" notification that alerts the Member/Representative-Employer and
consumer-directed worker that services can begin and payment for services to be rendered is
approved. An example of this notification can be seen in Figure 15 below. Notifications include custom
program-specific language and a start date that is configured based on the program rules. Some
programs allow for services to begin on any day of the month while others may limit start dates to the
beginning or a specific day within the month. The Palco Intake system can configure the notifications
to reflect these business rules and provide the recipients with the exact details for their service delivery.

Figure 15: Good-to-Go Notification Email

Melissa Catelianos
Participant: Alejadra Partito - Palco 10 516571

Emnptayer: Ricarda Santandar - Paico X 516573
‘Warker: Medissa Castellancs - Palco ID: 516574

Palco, Inc. is pleased to inform you that you have completed the program's envoliment provess and have been ssued 3 Good-10-30 status by Arkansas DHS with an eflective date of 2021-03-23, Please remember that Medicaid does nat authonze Paka, Inc, to pay for afy hours your
employes works prior 10 the Good-to-Go date.

Please keep the ID numbers listed al the 2op of this notification in a safe location. You will be required 2 pronde these numbers when you call Paies Customer Support 2t 1-866-710-0456,

Medicaid requires that you tecid and submil your time using Elactranic Visit Verificatipn (EVV] via sither the motsile application of teleshony. Piaase ensure you are set up and registasedt with EVY through your employer.

s our online ponal, the eanest way avalable for you 10 view ime subnussions and review pay stubs,

Please visit sut website Tor aditional information and progiam forims,

Fespecthully,

Pao, Inc.

CONFDENTIALITY NOTRCE: This e-mail ond ali ttached materiai are pa-ute and confidertiol. All matecals are printeged and ave intended wiely for the intended recygrent. Any unduthereed copy, disciosure, review, gisirtbuten, o7 ony other use of s matenal is srictly prohibiied and may
resuit in legen hobility on your port f you b revenved ths sronsmission in ertcr, please nolify Polee immediately ot (501} §04-5936 or prvary Spaleofinst

MEMBER/EMPLOYER OF RECORD ENROLLMENT
A Member/Employer of Record Enrollment Packet will be submitted to the Agency prior to the go-live

date. Packets contain the following information:

Cover letter with introductory information that explains the packet and roles, policies on pay
including overtime and budget, responsibilities and services related to Palco, the Agency,
and the Employer of Record. It also includes important information about the availability
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of materials in alternate formats (e.g., large print, braille, Spanish), and roles and
responsibilities of the employer, member, worker, and vendors. Palco’s contact
information, hours of operation, and location are all also available in the packet.

Information about the enrollment process, including details on background checks and
employment eligibility requirements.

A checklist of all forms and requirements to assist in completion.

“Clear instructions describing the form’s purpose and completion requirements, providing
examples of properly completed forms, as well as submission instructions if using online
enrollment (or a self-addressed stamped envelope).

Intake and Referral Form to verify contact and basic demographic information and obtain
emergency contact information.

Payment schedule that shows timesheet weekly pay cycles, due dates, and paydays.

Portal tutorials that guide individuals on accessing and using our system and how to obtain
technical assistance to support them.

Employer of Record Agreement/F/EA-Agent Consent Form.
Designation of Surrogate Employer of Record (optional).

IRS Form SS-4, Application for Employer Identification Number.
IRS Form 2678, Employer Appointment of Agent.

IRS Form 8821, Tax Information Authorization.

West Virginia 2848, Authorization of Power of Attorney.

West Virginia WV/AR-001, Authorization to Release Information.

Information regarding the use of EVV and approved time entry and tracking, including the
requirements for compliance and consequences for not maintaining compliance.

Worker Intake Form (suppiemental).
Worker Status Change Form (supplemental).

FMS Termination Form (supplemental).

A draft copy of the Member/Employer of Record Enroliment Packet can be found in Appendix 3. We
maintain touchpoints with the members, conducting phone calls or in-home visits to assist the
individual with completing the packet.

Palco will further include the documents required to obtain Workers' Compensation Insurance, when
required. To aid in the education of workplace safety, we will include a thorough packet of information
including site and home safety checklists, how to identify and report injuries, what to do when an
emergency occurs, and universal precautions to avoid injuries. Copies of retained forms are maintained
in the Employer of Record’s file for up to six (6) years.
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As explained above Palco will use the IRS Form SS-4 to obtain a FEIN for each member we represent.

We will also file the WV/BUS-APP, Business Registration, and obtain employer account numbers for

state income tax withholding and state unemployment insurance purposes. Palco will register the

member as an employer with the municipality, as we do in bordering states, such as Ohio and

Pennsylvania. Municipal fees are also submitted, as required, for registration and payment. Palco

assumes all penalties for failure to register or pay municipal fees. This process is explained in more
—detail-in-Section 4.2:1.69-4.2.1.81-Copies-of all- forms-are retained-in-our files.

DCSW ENROLLMENT
The DCSW Employment Packet Includes the following:

Cover letter with enrollment checklist, including how to receive assistance, which contains a toll-
free number and information about the customer service and complaint systems.

Information about the enroliment process, including details on background checks and
employment eligibility requirements.

A checklist of all forms and requirements to assist in completion.

Clear instructions describing the form's purpose and compietion requirements, providing
examples of properly completed forms, as well as submission instructions if using online
enrollment (or a self-addressed stamped envelope).

Intake and Referral Form to verify contact and basic demographic information and to obtain
emergency contact information. This form will assist us with collecting information for the West
Virginia New Hire Reporting system.

IRS Form W-4, Employee Withholding Allowance Certificate with instructions.
WV Form IT-104, West Virginia Employee Withholding Exemption Certificate.
US CIS Form |-9, Employment Eligibility Verification with instructions.
Medicaid Provider Agreement.

West Virginia Provider Service Agreement.

West Virginia Employment Agreement.

Background consent forms.

West Virginia DHHR Protective Service Check Form.

Application for pre-employment Criminal Background Check through WV Clearance for
Access: Registry and Employment Screening (WV CARES).

Employee Training Verification Form.

Confidentiality Agreement acknowledging that the DCSW agrees to respect the privacy and
confidentiality of members' protected health information.

Timesheet due dates/payday schedules.
Instructions for reporting hours worked, due dates, pay schedule.
Relevant information about approved service codes, when applicable.
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Rate sheet.
Direct Deposit Information and Selection Form.

Tax and Overtime Information Worksheet to determine if a DCSW meets any criteria to be exempt

from FICA/FUTA/SUTA under Section 3 of IRS Publication 15, exempt from federal income tax

withholding under Difficulty of Care of foster care/shared living arrangements, or exempt from

overtime pay under the Fair Labor Standards Act (FLSA) Home Care Rule as a live-in domestic
“employee. ) : N

We process IRS Forms W-4 and IT-104 within five (5) days of receipt. We ensure that prospective
workers meet qualifications and credentials before clearing him or her for hire by verifying citizenship
status and state of residence and processing criminal background and abuse registry checks. Our
enroliment team confirms the worker’s Social Security Number through the Social Security
Administration’s Business Services Online system. We also check the I-9 status of the individual to ensure
they are able to legally work in the United States.

Copies of all documentation including completed forms, new hire documentation, and results of
criminal background checks are maintained in the applicable worker's file.

A draft copy of the DCSW Employment Packet can be found in Appendix 4.

v'4.2.1.45-4.2.1.46,4.2.1.56

Background Checks & New Hire Reporting

Palco will assist with the facilitation and administration of criminal background checks from the West
Virginia Clearance for Access: Registry & Employment Screening (WV CARES) program. Our West
Virginia-specific enrollment specialists will review result determinations and provide those results to
the member/representative-employer within two (2) business days of receipt. Palco will maintain a file
with background check results for all DCSWs. Palco ensures that the following employment clearance
registry checks and criminal background checks are completed prior to employment:

Rap Back Notifications List of Excluded Individuals and Entities (LEIE) will be received and
maintained with a notice of the disqualified DCSW provided to member or representative-
employer within one (1) business day of receipt along with the DCSW's employment terminated.

Health and Human Services Office of Inspector General (HHS-OIG) List of Excluded Individuals
and Entities (LEIE).

Other exclusion and/or professional board databases as applicable.
National Sex Offender Registry.
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New worker hires will be reported and entered into the West Virginia New Hires Directory within
twenty (20) calendar days of hire.

Once an individual is properly enrolled as a DCSW, we report and document new hires to the West
Virginia New Hires Program within the requisite timeframe of hire or rehire. Palco maintains employee
information in our database. This information can be shared with employers seeking DCSWs on the
_worker registry. Copies.of the West Virginia New Hire Documentation will be maintained in the worker’s
file.

We process determinations of the DCSW's qualifications to work for a member/representative-
employer based on fingerprint-based state and federal background checks per Agency requirements.
The U.S. Department of Health and Human Services, Office of Inspector General (HHS-OIG) prohibits
persons that have been convicted of fraud of a state or federal agency, or who have been debarred,
suspended, or otherwise excluded from participating in federal health care programs, as listed in the
federal List of Excluded Individuals/Entities (LEIE) database.

At the time of enrollment and re-enrollment, Palco will electronically verify that DCSWs are not listed
in the U.S. Department of Health & Human Services Office of Inspector General's (OIG) exclusion
database using the enrolling DCSWs Federal Employer Identification Number and/or Social Security
Number. Additionally, Palco’s database of active DCSWs is automatically checked against the OIG's
downloadable LEIE database of excluded individuals and entities monthly. Exclusion list check results
are recorded in Palco’s system as DCSW statuses that include the date of the exclusion validation and
the results of each validation along with a historical record of prior checks and the dates and results
of each check.

When results produce barrier crimes or a founded complaint, we immediately terminate the DCSW
from employment on the date of discovery by deactivating their account. This notifies our payment
processing system to disengage any payments, and it also prevents the worker from being able to
enter time into the online time entry system. Any pending payments to the worker are also voided.
The member/representative-employer is immediately notified that their DCSW is disqualified from
employment. We then provide the following communications to the appropriate parties involved:

An outbound phone call by our customer service staff followed up with a letter to the DCSW.

Email to the relevant parties.

Report provided to the State, listing the name of the DCSW, pass/fail results of the background
check, date of the check, and date of renewal (if applicable).

This process is managed through an electronic enrollment system that allows for input and results of
required checks and relevant dates. Through a notification and alert system, our staff is notified when
clearance renewals, if applicable, are coming due within 30 and 60 days. Within the 30-day window,
the renewal request becomes populated on an action item list to be reviewed by the enrollment team
and management.
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All background check results are tracked in our system. Members/representatives-employers are
notified within two (2) days of the findings. Copies are retained in each DCSW file.

Through continuing quality assurance checks, random audits, monthly monitoring, and other activities,
we will discover any DCSW who loses eligibility between renewal cycles. These providers will be placed
in an inactive status with the reason for the status change documented. Palco will not enroll any DCSW
_that is found to be ineligible_to.receive federal funds. Palco’s reporting, status system, and direct
communication will aid in continual monitoring of DCSW eligibility to receive federal funds.

Palco is experienced with background check renewals and is prepared to assist the state of West
Virginia with a renewal process every 5 years or at any frequency determined necessary. In several
programs, Palco facilitates a renewal process and has a 98% return success rate! In 2022, Palco
requalified 2,200 workers for our Pennsylvania service line over the course of 4 months, a process that
goes beyond background checks by also revalidating credentials and certifications the program deems
as required. Our Intake system is configurable at the program level to document the specific
background requirements necessary and track those in compliance. Dynamic statuses ensure that if a
worker is out of compliance their pay can be withheld automatically to ensure quality assurance at the
program level is always maintained.
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Figure 16: Background Check Result Tracking via Intake
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v'4.2.1.35, 4.2.1.40, 4.2.1.44, 4.2.1.45

Vendor Engagement

As with Employer Enrollment Packets, our staff also assists the DCSW or vendor with completing
packets. We process Vendor Engagement Packets, and file completed forms with the appropriate
federal and state agencies within two (2) business days of receipt of information. If packets contain
errors, we notify the vendor within three (3) days. All executed forms are retained in our files.
Completed online enrollment forms are retained within our Case Management Portal (CMP) and
available for viewing by Agency staff in real time, 24/7.
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The Vendor engagement packet will include at a minimum:

Cover letter with enrollment checklist, including how to receive assistance, which contains a
toll-free number and Information about the customer service and complaint systems.

Information about the enrollment process, including details on background checks and
employment eligibility requirements.

A checklist of all forms and requirements to assist.in.completion.

Clear instructions describing the form’s purpose and completion requirements, providing
examples of properly completed forms, as well as submission instructions if using online
enrollment (or a self-addressed stamped envelope).

Vendor Payment Information Form.

IRS Form W-9, Request for Taxpayer Ildentification Number and Certification and instructions for
vendors who provide approved goods and services.

IRS Form SS-8, Determination of Worker Status for Purposes of Federal Employment Taxes and
Income Tax Withholding and instructions for when to use the form, when applicable.

Medicaid Provider Agreement.

West Virginia Provider Service Agreement.

Information about PDGS, EAA, and other participant-directed vendors engagement
information forms.

Participant-directed vendor invoice due dates and payment schedule.

Participant-directed vendor invoice format for submission of payment requests and
instructions for submitting invoices for payment.

Application for Approval of Participant-directed Goods and Services, Environmental
Accessibility Adaptations, and other vendor-provided services if applicable.

Participant-directed Goods and Services, Environmental Accessibility Adaptations, and
Community Transition Services Disallow List, if applicable.

When it is determined that a vendor is an independent contractor, we obtain the W-9 within thirty (30)
days. We verify the FEIN that the vendor reported on their W-9 with the IRS or Social Security
Administration, as appropriate.

Vendors are enrolled using the Palco Case Management Portal via our Vendor Enrollment Module that
captures the required necessary data such as Vendor name, Federal Employer Identification Number,
Vendor Type, and the services they are authorized to provide. Our internal quality controls ensure that
vendors are authorized and that they are qualified to provide services before services are processed
and paid. Copies of all packets and relevant vendor information are retained in case files.

palcofirst.com | 50



Section |
Project Goals and Proposed Approach

v'4.2.1.50-4.2.1.54

Employer Orientation

As individuals and their families make the decision to_enroll_in_this service delivery model, Palco will
provide a streamlined and knowledgeable support system to get their services started. Using a person-
centered approach with the foundation of consumer-directed philosophies and principals, the Palco
enrollment team will work to quicky process referrals for consumer-directed services to enroll the
Member or their designated representative as the Employer of Record. Palco acknowledges the
individual’s right to take responsibility over their lives and will assist in empowering this right. Palco
will help the Member take an active role in employing their DCSWs through recruiting, interviewing,
creating job descriptions, hiring, setting hourly rates, and supervising their DCSWs. This ensures the
philosophy of participant-direction and founding principles are incorporated in the delivery of every
participant’s services.

Palco values education and training in all aspects of our business, both internally and externally, as
evidenced by our dedicated in-house training team of self-direction experts. Knowledgeable users of
consumer-directed services are a key component to a successful program, and we know that when
people are informed, they are empowered. We provide initial Enrollment Orientation and Skills
Training sessions to Members/Employers of Record as well as refresher trainings (as needed). We
provide training in a variety of formats including self-paced tutorials, instructor-led group training
sessions, and individualized one-on-one training sessions.

Palco takes a dedicated person-centered approach to all interactions by considering the Member's
preferred location, preferred method of learning, and necessary learning supports. In many cases, this
requires an in-person, face-to-face visit to best meet their needs. The main goal of the initial
enrollment orientation and skills training session is to accomplish the following tasks:

Provide an accessible, yet comprehensive, orientation and skills training for
Members/Employers of Record.
Observe the Member’'s outward wellbeing in his or her natural environment.

Assist Members/Employers of Record with acquiring the knowledge necessary to ensure a
thorough understanding of their role and program guidelines and that program guidelines
are met.

Assure that benchmarks for health, safety, satisfaction, and utilization of services by the Member
are established.

Guide the Member in developing a peer support system or obtaining a Representative,
when needed.
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Certify that the Member/Employer of Record has the skills necessary to be an effective Employer
in a consumer-directed service delivery model and assess possible risks.

Establish the frequency and level of monitoring needed to readily identify problems and
encourage successful self-direction.

Provide each Member/Representative-employer with a Program Manual that includes pertinent
information for program participation, such as how to recruit, interview, hire, manage, and
——supervise-a DCSW.

Our Skills Training Policies and Procedures Manual emphasizes the application of the philosophy of
participant-direction and shows that we foundationally believe in a culturally sensitive, person-
centered approach to providing every aspect of program services and supports. Training and
orientation will be conducted during the enrollment process as outlined in Figure 17.

Figure 17: Enrollment with Orientation & Training Timeline
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Palco Resource Consultants will use a West Virginia Orientation and Skills Training Guidebook as a
resource to guide these training session(s) to ensure consistency in the delivery of training content.
An example of the Orientation and Skills Training Guidebook we currently use in Arkansas is
included in Appendix 5. The guidebook will contain key concepts, scripts, and detailed examples to
help ensure the trainee learns and retains important information.
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Prior to conducting the member/representative-employer orientation, Palco will perform a
readiness assessment to identify and address any issues that may impede the
member/representative-employer's success in self-directing their services. Upon Agency approval,
the training will include the topics outlined in Table 1.

Table 1: Orientation and Skills Training Topics

Topics Description

Paico Introduction Covers general information about Palco, Subagent-F/EA FMS tasks,
hours of operation, key contacts, communication access points, when
to expect callbacks from voicemails, and toll-free phone, fax, and TIY
numbers.

Program Introduction Covers general information about the program, Palco services, West
Virginia’s program policies, roles of all parties, overview of self-
direction, use of protected health information and Palco’s privacy
practices, member rights and responsibilities.

Employer Reviews member rights, risks and responsibilities, review of needs
Responsibilities setting, and strategies for goal attainment.

Designating a Role and responsibilities of the representative-employer, including
Representative who can be a representative and how to determine when a

member should have a representative. Ensuring the representative
understands the needs of the member and has the member's best
interests in mind.

Employer Paperwork Completion of enrollment paperwork and explanation of forms. A
copy of the forms is included with the program manual.

Employing a An overview of the hiring process including how to advertise, recruit,

Caregiver/worker interview, and screen candidates, as well as developing questions for

the interview and reference checking; how to complete paperwork;
and reviews effective communication with workers, supervision and
monitoring of work performed, and conflict resolution skills.
Employers should also address performance issues and send Palco
Worker Termination Forms within twenty-four (24) hours of
terminating a DCSW's employment.

Program information Person-Centered practices when providing services to people with
disabilities and individuals with intellectual and developmental
disabilities.

Program-specific policies and procedures, such as how to
complete packets, ensuring DCSW background checks are
completed, processing worker hours for payment, payroll and
vendor invoice procedures, how to purchase approved PDGS, EAA,
PERS, or Extended Therapy Services and Community Transition
services (including online payments).
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Topics Description

Pay rates and schedules.

Using the web portal for payment.

Time capture, including the use of the mobile app and EVV

compliance.

Submission of required documentation and withholdings.
“Satisfaction-surveys:

Importance of monitoring self-directed services, included in

members' budgets to ensure receipt of appropriate services.
Budgeting Purpose of budget, authorized services, and how hourly rates and
employer taxes impact the budget. Review and engagement of Palco’s
interactive online budgeting tool that allows members and Resource
Consultants to change certain budget components and watch how it
impacts the fund balance.
Payrol! and Timesheets Review of payroll schedules, timesheet completion and submission
protocols, and related forms. Includes an overview of W-2s.
Compliance Fraud and abuse training, as required by the False Claims Act.
Education of what constitutes fraud and why and how to report it.

Workplace Safety Workplace safety issues and strategies for effective reporting and
management of workplace injuries. Critical incident identification and
reporting as well as Universal Precautions.

Risk Assessiment Risks are reviewed (e.g., risk in the home or environment, disasters,
risks by participating in the self-directed model). Plans for mitigating
the risks are established.

Emergency & Backup Development and implementation of the emergency backup plan
Planning required by CMS, identification of opportunities for backup support
within their community and with other natural supports. Exploration of
methods for monitoring the backup plan, and timeline for testing the
plan. Preparing and implementing corrective action plans as needed
and developing and using risk management and emergency DCSW
back-up plans.

Palco provides an Employer Manual with detailed information on all the key concepts for
Members/Employers of Record to use as a reference.

At the end of the orientation and skills training session(s), if approved and desired by the Agency, the
Palco Resource Consultant (RC) can administer a Post Training Assessment to evaluate the
Member/Representative’s understanding of the self-direction program and their role as an Employer.
The Post Training Assessment is a 20-question, multiple choice quiz covering employer tasks, program
rules, fraud/waste/abuse, and safety. Questions are written specifically to ensure understanding of the
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most critical and key tasks. A draft example of the Post Training Assessment & Evaluation can be
found in Appendix 6.

Upon completion of the Post Training Assessment, the Palco RC can determine if the
Member/Employer of Record has passed with a score of 75% or higher (or some other threshold, as
agreed to by the Agency). Questions and concepts will be re-reviewed in detail with the
Member/Employer of Record to ensure the correct information is absorbed. The Palco RC will work

~with Members/Employers of Record who score less than the “passing score” to determine their
willingness and ability to proceed. Dependent on program policy, if they wish to receive continued
education and training with the Palco Resource Consultant to retake the Post Training Assessment, the
Resource Consultant will facilitate this or work with them to identify a new individual willing to serve
in role of the representative employer. This Assessment also helps Palco evaluate our own skill training
effectiveness and will be provided to the Agency for approval.

Following the orientation and skills training session(s), the Palco Resource Consultant will assist the
member/representative-employer in developing a spending plan. The spending plan serves as the
framework for how the member/representative-employer will utilize budget funds and schedule their
DCSWs once services begin.

BACK-UP PLAN DEVELOPMENT

Palco’s RC staff will assist the Member/Employer of Record in developing and implementing an Emergency
Backup Plan and designating an Emergency Backup caregiver/worker by engaging in a person-centered
dialogue about the member’s natural supports. These conversations are helpful in identifying appropriate
backup caregivers/workers who can help when the member’s regular DCSW cannot work for any reason.
Our staff will also continue to assist the Member/Employer of Record in monitoring the effectiveness of
their Emergency Backup Plan, including identifying additional natural support as necessary. We strongly
encourage the Member/Employer of Record to ensure that the identified backup caregivers/workers are
formerly enrolled in the event short-term support is needed during turnover of the primary DCSW.

Emergency Backup Plans are housed in our Case Management Portal (CMP) for easy access by the State
program staff and other support staff. Palco Resource Consultant staff will review Emergency Backup Plans
at least annually with program Members/Employers of Record but will also revisit the Emergency Backup
Plan any time there is a change in condition or DCSW turnover. Any changes to the Emergency Backup Plan
will be housed in our Case Management Portal for quick access by external stakeholders like the State
program staff. Members/Representative-Employers will also have the ability to view and download their
plans via the Palco Connect portal.

Within Palco’s case management platform, several service planning and backup module capabilities exist
within our Individual Service Plan (ISP) suite. A user interface built for more intense resource consultant
services provides a tool for collecting, documenting, and exchanging information for members. Palco can
provide this customizable resource to the West Virginia program if desired to enhance the oversight and
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program management being delivered. Information captured in this tool is stored within the Palco CMP
and is visible to professional users 24/7.

Figure 18: Individual Service Plan (ISP) suite components
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Backup plan information is collected and stored in the system should any issues or needs arise. This visibility
helps ensure that the support individuals associated with the member have all the necessary information
to provide high value service support. Members complete each section of the backup plan through a
system-led module that collects consent to key safety concepts and documents their personal plan for
emergencies and contingencies. All information, once stored, can be printed to a template where all the
data is organized for the member’s record keeping. Figure 18 above and Figure 19 below provide insight
into the different backup plan sections contained within the ISP module.
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Figure 19: Backup Plan Consent - ISP
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Figure 20: Backup Plan Service Contingencies
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Two resources Palco Resource Consultant staff provide in the welcome packet to all members include the
Healthcare Emergency Card and the Backup Plan Care Decision Tree.

These handy resources allow the member to document their needs and store the information in an easily
accessible focation such as their fridge or coffee table.

Please see Appendix 5 for a copy of these resources.
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v'4.2.1.55-4.2.1.64

Payroll Rules

Palco’s payroll system is backed by a rules engine that ensures we have all of the proper information

to generate a payment to the DCSWs and vendors, including the following:

The member is Medicaid-eligible prior to any DCSW or vendor payments being sent.

Palco has determined whether the DCSW or employer are exempt from certain taxes per state
or federal rule, as described below.

Whether the DCSW is a non-West Virginia resident.

Palco processes DCSW payroll and related federal, state, and municipal tax withholding in
compliance with all federal, state, and municipal regulations.

Additionally, prior to being paid, Palco will ensure the prospective DCSW meets the minimum
qualifications required.

Must be at least 18 years of age.
Must pass a criminal background check as outlined by state and program rules.
Must complete all required training.

Must complete all required enrollment forms including to become a West Virginia Medicaid
Provider.

DCSW residency, relationship with the employer, and live-in status collected during enroliment
provides tax exemption and overtime calculation information in accordance with IRS rules regarding
domestic employment, the Department of Labor Home Care Rule, and state employment-related rules.
DCSWs are paid according to the rate set by their employer (which may differ by worker) in compliance
with federal and state tax and Department of Labor wage and hour rules for regular and overtime pay.

Some DCSWs who provide domestic services may be exempt from certain taxes depending on their
familial relationship with the employer (see IRS Publication 15 and IRS Revenue Procedure 2013-39 for
more details), as shown in Table 2. We collect familial relationship information during the enroliment
process so that we withhold taxes properly.
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Table 2: IRS Paid Family Member Tax Exemptions

Child Employed by Parent Employed by Child Spouse Employed by
Parent Spouse

FICA Exempt until child is Exempt (unless 3 conditions Exempt
21 met)

|LFIT Withheld

FUTA Exempt until child is Exempt Exempt

SUTA Exempt until child is Exempt Exempt
21

Withholding information from the IRS Form W-4 is used to calculate federal income tax withholding.
However, if the requirements of IRS Notice 2014-7 are met, the DCSW is exempt from paying these
taxes. Palco has the capacity to calculate deductions related to Difficulty of Care payments per IRS
Notice 2014-7, for both state and federal income tax withholding. We currently perform Difficulty of
Care exemptions in multiple states.

Our system also captures municipal or similar codes to ensure taxes are withheld properly. Local
municipal taxes and local service taxes are also calculated depending on the individual’s jurisdiction
of residency.

When a non-West Virginia resident DCSW provides services for a program member/representative-
employer in West Virginia, Palco engages in appropriate protocols, such as providing multi-state tax
tables to ensure proper payroll calculation. When necessary, we provide the applicable forms for the
worker to claim reciprocity.

Lastly, we ensure DCSWs' hourly wages are in compliance with all applicable federal and West
Virginia Department of Labor wage and hour rules, including payment of overtime wages. Any
DCSWs who identify as being exempt from overtime per the Federal Fair Labor Standards Act
(FLSA) Home Care Rule, DOL Fact Sheet #79, or Administrator's Interpretation No. 2014-1 for share
living or foster care, will be paid at regular rates for hours worked over 40 during the standard
work week. This includes situations where multiple members used a shared employer-
representative.

Copies of all documents related to determining withholding or overtime payroll rules are maintained

in the DCSW's, the employer’s, or Palco’s master current and archived files. Palco has standard reports
that the Agency or member can view at any time.
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v4.2.1.65-4.2.1.67

Timesheet Submission

—Palco-provides DCSWs with-timesheets, instructions, and a Timesheet Submission-and-Payday Schedule —
that complies with the West Virginia Department of Labor payday requirements for hourly employees,
as well as program policies. This information and the process for preparing and submitting DCSW
timesheets is covered in the employer packet and on our website.

Timesheets contain all relevant information, including the employer and DCSW names, case IDs, service
dates, time in and time out for each shift, total hours worked, attestation that the time entered is
accurate, and signature lines. Timesheets are built to accommodate split shifts and varying service

types.

Timesheets are collected and processed quickly. We know that individuals rely on this income to
support their families, and we are committed to making this process smooth. Employers have several
options for submitting DCSW timesheets, at the employer's convenience. Timesheet submission
options include submitting them electronically via EVV, online via website or mobile device, and, if
needed, by fax, email, or paper submission via regular mail. Paper-based timesheets are entered into
our online platform by Palco staff.

CMP CONNECT® SECURE WEB PORTAL

Connect® is Palco’s web-based time entry system. Connect
allows for secure electronic timesheet submission by
Members/Employers of Record and their DCSWs. It is accessible
and functional 24 hours a day, 7 days per week. Connect
contains the following user-friendly and interactive features:

-"F'

Connect is Palco’s online timesheet sys-
temn that integrates with Electronic Visit

Mobile-friend ly. Verification (EVV). It is accessible only by
the employer and workers. Connect aflows
Real-time timesheet status information. timesheets to be created, edited, tracked,

and submitted. The employer and workers
also have access to reporting, utilization,

Real-time validation of timesheets to check for errors. o
monitoring, and pay stubs,

Electronically notifies the user of errors upon entry and prior
to submission.

Multiple channels for resubmission of timesheets with errors prior to the deadline

Seamless integration with EVV, supported by the Fiserv AuthentiCare® mobile application on
the backend that meets the demands of the 21st Century Cures Act.

Enables users to view, update, and print real-time and historical information, such as direct
deposit information or tax withholdings.
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Contains resources and reports for users, such as copies of documents like paystubs and W-2s.
Capable of auto-scaling during periods of high traffic.
Accessible and functional 24 hours/7days a week.

Cutting-edge, cloud-based technology.

Our EVV solution is supported on the back end by AuthentiCare®, which has been battle tested in
over a dozen states. This application meets CMS certification requirements by capturing:

The type of service performed.

The Member receiving the service.
The date of the service.

The location of service delivery.

The DCSW providing the service.

The time the service begins and ends.

The method in which the check in and check out is made.

Palco with its partnerships provide a fully integrated EVV solution that is operationally designed with
the self-direction service delivery in mind. Utilizing a near real-time, secure-claim web service and
application programming interfaces, Palco has developed a strong partnership with the AuthentiCare ®
EVV solution that we can bring to the Tennessee stakeholders. Palco currently works with this
technology in five states including Arkansas, Pennsylvania, New Mexico, Colorado, and Kansas. Our
established and successful partnership with First Data Government Solutions, LP, a subsidiary of Fiserv,
Inc., hereafter known as FDGS, and their leadership team has earned us the trust of thousands of self-
directing participants and their workers. AuthentiCare is the first EVV system to be used by any
state for full certification by CMS under the latest Outcomes Based Certification (OBC) process.

We offer flexibility for continuous collection of visit information in rural locations that may not have
cellular connectivity. The mobile app has two modes of connectivity for DCSWs: Standard and Frontier.
Frontier mode overcomes connectivity issues found in rural areas by collecting the check in/out data
offline and uploading it at a later time when connectivity is restored. DCSWs use the mode that best
fits the connectivity options in their area.

DCSWs install the free mobile app on their own phone or tablet and use it to check in and check out
when providing care. The system uses the device's network time and GPS location to verify the start
and end times of the visit and the location of service in real-time. Visit information is stored on the
device until the DCSW has Wi-Fi or cellular data coverage, and then the data is automatically uploaded,
providing a paperless solution.

Palco is experienced with tracking EVV live-in exemptions as utilized with the West Virginia program.
Individual records within the system contain data fields to indicate if a worker is exempt, the
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qualification reason for their exemptions (program specific), and the date the exemption is approved
until. See Figure 21 below for an example of the EVV live-in exemption field within CMP. If a user has
an approved exemption in the system, the user interface they experience in Connect is modified and
tailored to them. For example, when manually entering a shift in Connect that requires EVV a required
edit reason can be configured to ensure compliance with the cures act and aggregator specifications,
a user with an approved exemption would not be required to select an edit reason. In some programs;
annual or triennial re-qualifications of this exemption status are required, and Palco is experienced in
collecting these exemption documentations. For example, our Colorado program requires all workers
with an exemption to resubmit an attestation and supporting documentation annually to prove shared
residency between the worker and participant. Our program specific enroliment specialists are trained
and skilled in efficiently executing this process and our modern technology is configured to track and

document every element.

Figure 21: EVV Live-in exemption tracking field
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Security features of the online time-entry portal include:

Data is encrypted while stored on the device.
Access to stored data is available only with the DCSW's username and password.

DCSWs are authenticated into the app using a two-factor authentication.
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This multi-factor authentication is required at least daily and each time the DCSW logs out or
shuts down the app.

The app locks after 15 minutes of non-use.

Username and password are required to access after timeout locking.

After the phone is locked, username and password are required to access the app.

NIST-based password policies are in place.
Palco Connect allows Members/Employers of Record and their DCSWs to view their EVV shifts as an
electronic timesheet, allowing them to review their shifts for accuracy before submitting for payment.

Connect is the single location for all shift management for self-directing stakeholders, making
EVV a less cumbersome and more manageable task. A process flow can be seen in Figure 22.

Figure 22: Time Sheet Process Flow
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Timesheets submitted online or via mobile devices are automatically checked for errors and individual
budget compliance issues upon submission. System edits are designed to prevent entry of incorrect,
incomplete, and duplicative timesheets. Error messages are displayed on the screen to allow for the
correction of incorrect or incomplete information. If a user tries to enter a duplicative timesheet (same
dates, types, and units of service), the system will not allow entry. Users are limited to entering only
services authorized on the Service Authorization. This helps prevent payroll and billing errors on the
front-end, as opposed to after payroll.

Additionally, any times that are entered that appear to be duplicative or overlapping with times already
entered into the system will be rejected. For instance, a user would be notified if they tried to enter a

shift from 3:01 p.m. to 5:01 p.m. if the system recognized that time was already entered for the same
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Figure 23: Time Entry Figure 24: Electronic Timesheet Detail
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day and service type during any times in this range, no matter when the shift begins or ends. We review
all pending timesheets each time payroll processing is performed. Through this system, we review
timesheets and ensure that pending timesheets are ultimately resolved quickly, and we prevent
payment of incorrect timesheets for most issues.?

Once submitted, a notification is automatically emailed to the other party (e.g., if the DCSW entered
the time initially, the employer would receive the notification, and vice versa) that time is ready for
review. Here, the user can take a variety of actions. They can approve it, which sends it on to Palco for
processing. They may choose to reject the time, which sends a notification to the initiator of the time
submission that their time was rejected. Or they may correct the time and resubmit it — in this case,
the initiator must log in again to approve the amended time. We provide online tutorials, training
materials for users, and call center support for providing real-time assistance to electronic timesheet
users.

If the timesheet contains errors, the member/representative is notified via system notifications and
our customer support team. Resource Consultants can personally connect with individuals new or

21f is not prevented at the timesheet entry stage, exception reports and quality checks done prior to producingpayroll will
catch timesheets that should not be paid due to various issues.
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struggling to learn the time entry system and instruct them on correcting and resubmitting their
timesheets. Connect tracks individuals who chronically make claims that exceed spending plan
amounts or program limitations and can notify resource consultants and program staff. Energy is spent
in a proactive manner to correct issues and ensure the next payday is a smooth one.

Implementing EVV with a self-direction population requires patience, intensive training efforts, and

—exemplary customer support. We provide online tutorials, training materials for users, and customer
support, providing real-time assistance to electronic users. Palco has developed and provides DCSWs
with instructions on how to manually enter time and instructions for timesheet submissions in
accordance with the payday schedule. This information and process for preparing and submitting
Employee time is covered in Member/Representative-Employer orientation and skills training
described in Section 4.2.1.50-4.2.1.54 on page 50.

Our software is embedded with a combination of controls that perform crosschecks and calculations to
prevent over-billing. Some examples include a series of variance and exception reports along with error
message displays on timesheet and claim processing tabs in our system. These instant alerts to
potential overbilling allow us to remedy the situation promptly.

When a client has exhausted their budget, we reimburse any valid portion of the timesheet when
possible — or “pay to the limit." Hours attributable to exhausted funds are split from the original
timesheet and routed back to the user for correction.

v4.2.1.68, 4.2.1.82

Calculating Payroll

Timesheet data is compared to budgets, checking for errors and individual budget compliance issues
upon submission. Additionally, the following payroll system edits occur to prevent payment:

Incorrect, incomplete, duplicative, or otherwise erroneous timesheets.
Payment for unauthorized services.

Payment to ineligible members and DCSWs.

Payment during a period of facility admission.

Payment of timesheets older than one year from the date of service.

Exception Reports itemize discrepancies, such as timesheet reporting for individuals who have an
inactive status or timesheet hours that exceed budget-authorized hours. System validations built
specifically to support the WV program will ensure all necessary program rules and restrictions are
validated before a timesheet is approved for payment.
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An example of this includes checking for multiple workers providing services to a single member at
one time, something some programs prohibit. When this or a different program rule violation occurs,
the system is configured to identify the shift in question and reject or hold it for further follow up and
review. Palco management staff, composed mostly of CPAs, review these reports carefully to determine
the appropriate action to be taken for each instance. All issues are communicated to the
Members/Employers of Record for revision, resubmission, and prompt payment of DCSWs.

Our system has proven to be effective in tracking and responding to occurrences of payment request
over-billing and payment requests that cannot be paid due to missing or erroneous information.
If a payroll error occurs, Palco takes the appropriate action, which may include a recoupment for
overages plan, particularly when the DCSW works in excess of approved hours or repaying the overage
from our own funds. All issues are communicated to the employer with sufficient time for revision,
resubmission, and prompt payment.

Palco’s payroll software automatically calculates the total payments for DCSW timesheets, including
federal and state withholding and employment-related taxes and overtime rules, as described in
Section 4.2.1.69-4.2.1.81 on page 68. Medicare and Social Security tax (FICA), federal income tax (FIT),
and state income tax (SIT) are withheld from DCSWs’ paychecks each time a payroll is generated. SIT is
calculated at the applicable West Virginia income tax rate. Municipal taxes are also calculated. Palco
has the capacity to calculate deductions related to Difficulty of Care payments per IRS Notice 2014-7,
should the State choose to accommodate this offering.

Palco processes all payments for judgments, garnishments, tax levies, or other related holds on
qualified DCSW pay as required by federal or state governments immediately after payroll is generated.
Palco tracks balances due on garnishments and voluntary deductions. When a garnishment is paid in
full or Palco is notified by a third party to terminate a deduction, staff disable the deduction in our
accounting information system. All documentation of authorizations to deduct and their terminations
are kept in the DCSW'’s case file.

Each disbursement is coded to an expense account. Payments are offset against budgeted amounts.
Remaining balances, calculated as the difference between budget limits and period spending, are
displayed on each individual’'s account in real time for viewing in the Palco Connect system by
Members/Representative-Employers and in the Palco Case Management Portal (CMP) for our internal
support staff and state program staff.

Palco has a documented system, policies and procedures, and internal controls to ensure that DCSW
pay rates and billable rates are accurate, as established by the State, in accordance with hourly pay
and tax rates. We have protocols for quality assurance and payroll data testing of all impending pay
rate changes.
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v'4.2.1.69-4.2.1.81

Payroll Tax Filings

federal, state and local requirements. We regularly conduct compliance reviews and monitor relevant
guidance in the provision of consumer-directed services for compliance with federal, state, and local
tax, labor, and workers’ compensation insurance rules and requirements related to the employment of
qualified DCSWs.

As mentioned, Palco is 100% CPA owned. As tax professionals, we have access to periodicals and tax
training that our competitors do not. We remain current on all IRS, state, and federal changes that
impact this industry because FMS is what we do. We hire CPAs and experienced accountants to form
our FMS team because we know experience in accounting and tax is what makes an FMS trustworthy.
We easily adapt to changes in federal and state tax, labor, and program rules and requirements,
including IRS changes in reporting, forms, and procedures; federal and state Department of Labor
overtime and wage reporting changes; changes in state workers’ compensation insurance rules; and
state consumer-directed services program policies and procedures. With each challenge we have faced,
we have provided quality F/EA FMS and related support at vast cost savings while honing our expertise
in the provision of consumer-directed services.

We obtain a FEIN for each employer by completing and filing IRS Form SS-4, Application for Employer
Identification Number. The FEIN is transferred to IRS Form 2678, which is sent to the IRS with a request
for appointment of agent. This allows the IRS to expect tax payments from Palco instead of the
employer.

We also register each employer as an employer for state income tax withholding and state
unemployment insurance (SUTA) taxes with the West Virginia State Tax Department and West
Virginia Job Service/Unemployment program, respecti4vely. Relevant West Virginia tax
identification numbers are retained with each employer’s case file. Palco is also an enrolled electronic
filer and payer for state income tax withholding and unemployment insurance tax with the West
Virginia State Tax Department and West Virginia Job Service/Unemployment program.

Each time payroll is generated, all federal, state, and municipal payroll tax liabilities are recorded in
the employer’s case file at Palco and accrued until payment is due.

Both employer and employee FICA (Social Security and Medicare) and federal income tax
withholding are paid in the aggregate via EFTS filing using Palco’s separate FEIN and Palco’s
contact information after each payroll. Each quarter, IRS Form 941, Employer’s Quarterly Federal
Tax Return, is prepared with accompanying Schedules B and R.
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Federal unemployment tax (FUTA) is calculated based on the worker’s annualized gross wages
and the FUTA wage base. FUTA deposits are made quarterly under Palco's separate FEIN and
contact information via EFTS. IRS Form 940, Employer’s Annual Federal Unemployment Tax Return,
and accompanying Schedule R, is filed in the aggregate annually with our FEIN. (Schedule A is
also provided during credit reduction years if applicable.)

State income tax withholding (SIT) is paid monthly and reported quarterly on an individual-

-employer basis - for West-—Virginia—residents—and qualifying—non-residents using the
member/representative-employer's state income tax employer identification number and the
West Virginia State Tax Department Form WV/IT-101, Employer's Return of West Virginia
Income Tax Withheld.

o Quarterly and annual SIT reports are reconciled against our payroll tax general ledger
and submitted to the West Virginia State Tax Department West Virginia State Tax
Department, when required.

o When applicable, reciprocity tax filings for non-residents are also filed.

State unemployment tax (SUTA) is paid quarterly on an individual-employer basis with the
employer’s tax account number, as prescribed by the state, even when zero wages are reported
on a quarterly basis. This is done using the WVUC-A-154, Contribution Report, and WVUC-154-
A, Wage Report.

Municipal taxes are deposited and paid to the appropriate authorities on time and in the format
prescribed by the jurisdiction. These amounts are reconciled on a monthly basis.

These activities are managed through company-wide electronic checklists. All tax filings are retained
in perpetuity. As part of our internal controls and quality assurance (QA) measures, we perform
quarterly operations reviews of all key deliverables. We conduct monthly and quarterly QA
assessments, selecting a sample size to audit payments made, such as tax deposits and filings,
garnishment payments, refunds to the Agency, and any payments to vendors.
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v4.2.1.82-4.2.1.85

Payroll Processing

—Immediately after-processing; direct deposits-are sentto-our financial institution: For payrolls that fall
on a holiday, Palco issues payments a day early, when possible. We also run off-cycle payrolls for
various reasons, including DCSW hardship or State/Palco error. In addition, we provide various reports
to Palco program staff and external state staff each time payroll is run. Such reports list denied
timesheets and payroll information, such as gross and net pay and withholding information. If a
timesheet is submitted after the payroll deadline, individuals are not required to wait until the
following pay period to receive funds; “off-cycle” pay is issued prior to the next payday. This helps
mitigate financial harm to families and keeps individuals in compliance with Department of Labor
requirements.

We have transitioned self-directing worker populations to a totally paperless payment method, with
all payments being made via direct deposit. Palco has a documented system, policies and procedures,
and internal controls to ensure that DCSW pay rates and billable rates are accurate, as established by
the State in accordance with hourly pay and tax rates. We have protocols for Quality Assurance and
payroll data testing of all impending pay rate changes.

Direct deposit paystubs contain information needed by DCSWs to understand their payment, including
net and gross pay, withholdings, overtime hours/pay earned (if applicable), voluntary deductions,
garnishments, and other payment related information. These paystubs are viewed by
Member/Representative-Employers and their DCSWs in the Palco Connect portal. Palco staff and State
program staff also view this information in our Case Management Portal (CMP). See an example of an
EFT stub to a vendor in Figures 25 and 26 below.
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Figure 25: Paper-Based Stub
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Figure 26: Online Paystubs

DJ PALCO [ TIME ENTRY [ PAYSTUBS PAYMENTS SPENDING
[ |
Paystubs
History for: Isitdur Cefeborn ~ from: last90days
W PAYMENT ISSUED NETTOTAL PAID TO Check No: 60136
jun 23, 2022 $0.00 isildur Celebom view stub
DESCRIPTION THIS PAYROLL YEAR TO DATE
EARNINGS
PTO Accrued $0.00 $0.00
CDASS 1 $0.00 $17289.00
$0 $17289.00
DEDUCTIONS $0.00 -$1334.64
NET PAY [so.00

In cases where payroll checks are lost, stolen, or improperly disbursed, Palco issues a stop payment
request within 24 hours. Stop payments are typically effective immediately; in a few cases, it takes up
to 24 hours for Palco’s bank to stop payment on a payroll check. In the rare case that direct deposits
are issued improperly, Palco will reverse the funds on the account when possible. If not possible, a
payment plan is established with the DCSW. All stop payments and reissuances are recorded in the
Palco general ledger and can be viewed in our portal.
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All payroll and payment methodologies identified above are documented in Palco’s program -specific
Operational Policy and Procedure Manual and are monitored through a variety of internal controls.

Our effective Disaster Recovery Plan outlines processes for generating payroll on the due date, even
during times of inclement weather and unanticipated power or server failure. Should an issue arise, it
will be communicated to the Agency within four (4) hours.

MONEY NETWORK CARD

In our experience, we find that direct deposit is the preferred method of payment for issuing DCSW
payroll checks. Palco processes thousands of direct deposit payments concurrently with the capability
to expand this number without limit. We encourage DCSWs, individual-directed goods and services
vendors, and small unlicensed providers to receive their payroll checks/payments via direct deposit,
as it reduces waste to the environment and eliminates delays in payment, thereby enhancing program
performance.

We offer prepaid cards with Money Network, a Fortune 500 company with over 2.7 million active
users. We chose them above competitors because their cards are accepted everywhere, and they have
many added benefits that most other pre-paid card providers do not offer. We recommend utilizing
these cards, as they have the following benefits:

Cardholders can access funds while awaiting their replacement cards.

Cardholders have easy access to emergency funds.

Cardholders have the option to “cash out” by receiving authorization for a check and protect
against fraudulent activity.

Checks are visible on cardholders’ statements.

Free mobile application and cardholder portal.

Ability to use the cards at ATM locations nationwide.

Includes free check cashing locations for consumer usage.

24/7 service support.

Provides cardholders with a check option to pay bills or access funds if a card is lost or stolen.
Fraud protection and FDIC-insured.

Allows users to establish savings “accounts” under their cards.

24/7 online management system where users can login and see their balances, make transfers,
and take other actions.

No fees for use on regular purchases (not including foreign transaction fees, etc.).

These cards can be issued within 10 days of enroliment with payments deposited on the card within
the next applicable pay cycle. In the meantime, payments will continue to be issued on the previous
payment method.
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With Money Network cards, Palco can see where the funds are being deposited and, to some degree,
utilized. Additionally, because the cards are used everywhere and are backed by Money Network, it
eliminates issues with check clearinghouse vendors. For example, certain big box stores may not cash
checks for clients, which results in families in need having to go without the goods they may need to
support their independence. The Money Network Cards eliminate that.

PAY DIFFERENT: PROVIDING SOLUTIONS TO THE UNBANKED AND UNDERBANKED

~According to the 2021 Federal Deposit Insurance Corporation’s (FDIC) National Survey of Unbanked
and Underbanked Households,? “An estimated 4.5% of US households (approximately 5.9 million) were
unbanked in 2021 and an estimated 14.1% (approximately 18.7 million) were underbanked. When the
unbanked population was queried as to why, 21.7% cited that they don’t have enough money to meet
the minimum balance requirements.”
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Palco has identified a resolution to eliminate this pain point for DCSWs who choose this solution.
Through our partnership with Money Network, we can now offer the Earned Wage Access (EWA)
benefit where DCSWs can immediately tap into their earnings after each workday, which changes
the customary fixed payroll cycle and eliminates costly payday lending. This allows DCSWs to pay
bills sooner, borrow less, and save more, alleviating stress from the debt cycles of payday loans.

A desirable benefit at no cost;:

v No added fees for Members/Employers of Record or DCSWs.

Integration with existing Palco time tracking systems.

To-the-penny access to all funds via the patented Money Network Check.
Integrated with mobile wallets.

Person-to-person transfers at no cost.

Expansive access points at in-network ATMs, check cashing partners and more.

R €L € K €

Comprehensive banking alternative with flexible access to funds.

H OW IT Employees Up to 50 percent
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What information will the State/Employer have access to?

The State/Employer will not have access to any informaticn on the earned wages feature on the Money Network Card. This
is a feature that is available on the Attendant’s Money Network Card. Only the Attendant will have access to information
related to their Money Network Card account. Neither the State nor the Employer will have the ability to see or know when
an Attendant has requested or received funds early through the earned wages feature on their Money Network Card.

What happens on payday?
When an Attendant elects to access eamed wages prior to payday, the funds they access or draw down are deducted from
their upcoming paychack.
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v4.2.1.86-4.2.1.87

Tax Notices

—Palco_researches and_resolves any_tax -notices-received_from-the -IRS,West Virginia-State Tax
Department and West Virginia Job Service/Unemployment program regarding DCSWs’' tax
liabilities/liens within ten (10) days of receipt. Notices are tracked by upper management to ensure
timely resolution. We retain all documentation related to all electronic IRS and West Virginia tax
filings and payments in the Subagent-F/EA FMS entity’s file for easy retrieval in order to respond
timely and effectively to notices.

v4.2.1.88-4.2.1.94

End-of-Year Tax Processes

A VF/EA FMS entity must perform a number of year-end tax activities for employers as their agent.
They include the following:

Preparing and issuing IRS Forms W-2.

Processing over-collected FICA refunds.

Amending IRS Forms 941, as needed, to reflect over-collected FICA.
Filing the annual 940/FUTA report and processing FUTA refunds.
Filing appropriate state tax returns for SIT, SUTA, or municipal taxes.

PREPARING AND ISSUING W-25S

Prior to mailing out tax information in January of each year using Form WV/IT-103, we verify and
update each Member/Employer of Record and their DCSW's address and phone number. We also verify
that each DCSW's Social Security Number matches the name and date of birth information from Social
Security Administration’s Business Services Online.

IRS has specific instructions for VF/EA FMS entities to prepare and issue IRS Forms W-2 (Special
Reporting Situations for Form W-2, Agent Reporting). Palco follows this procedure. A VF/EA FMS
entity with an approved Form 2678, Employer/Payer Appointment of Agent, for a member must enter
the following in Box C of Form W-2:
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(Name of agent)
Agent for (name of employer)
Address of agent (VF/EA FMS)

Each Form W-2 reflects our separate FEIN in Box B, and we file one Form W-3, Transmittal of Wage
and Tax Statements, for all W-2s. Our information in Boxes E, F, and G of the W-3 are as they appear

—on our related IRS Forms 9417 Individuals who are employed by more than one employer receive
separate W-2s for each employer. We file all W-2s electronically due to the volume.

Palco sends Copy A of the W-2 to the Social Security Administration on behalf of the employer. Copy
1is sent on behalf of the employer to file with state, city, or local tax departments, as required. Copies
B, C, and 2 are sent to the worker on behalf of the employer, and copy D is maintained in the
employer’s file at Palco. Copies are available online as well.

As part of this process, the total gross payroll per Form W-2 must be reconciled to the calendar year's
total gross payroll and each of the four 941 reports filed during the year.

W-2s and accompanying transmittal cover sheet are filed with state tax agencies as needed.

We also process and file IRS Forms 1099-Misc, Miscellaneous Income, when applicable, for
independent contractors who earn more than $600 in a calendar year, and IRS Form 1096, when not
filing 1099-Misc electronically, with the IRS and WV Department of Revenue.

PROCESSING OVER-COLLECTED FICA REFUNDS
In some cases, a DCSW may not earn the FICA wage threshold ($2,000 in 2017) in a calendar tax year.
IRS can and often does update the FICA wage threshold for a particular calendar tax year.

Palco withholds FICA as required from the DCSW's payroll during a calendar year in anticipation of
the worker earning the FICA wage threshold. When a DCSW does not earn the FICA wage threshold
amount for a particular calendar tax year, we refund the employee portion of over-collected FICA to
the eligible DCSW and the employer portion of over-collected FICA to the State or employer. Palco
performs the following tasks to refund over collected FICA to eligible DCSWs and employers:

Palco verifies and updates each employer and qualified DCSW's address and phone number.
We also verify that each qualified DCSW's Social Security Number matches the name and date
of birth information from SSA’s Business Services Online.

Palco then determines which DCSWs and employers may be eligible to receive a FICA refund
and determines which calendar tax quarters that FICA was over-collected.

Palco files an IRS Form 941-X for each quarter in which FICA was over-collected and attaches
a Schedule R that only includes employers who were impacted.

The employer portion of taxes is either applied to the employer’s account or returned to the
State per the directives of the State. Palco works with programs that that choose either
option, so we have processes in place for both methods.
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Annual reconciliations are uploaded to West Virginia state tax agencies as required.

The IRS requires that all DCSWs be issued a Form W-2 for each calendar tax year they work for an
employer. Currently, the Social Security Administration (SSA) will not allow a VF/EA FMS organization
to electronically file an IRS Form W-2 if the form reports FICA wages greater than zero but less than
the FICA wage threshold for the calendar tax year. However, VF/EA FMS organizations that file 250 or
-more-Forms-W-2-must file-electronically or-be-penalized-$50-per-form-filed-in hard copy. Therefore;
if FICA is refunded for a calendar tax year for a DCSW, FICA is refunded, the wages will be reported
on the IRS Form W-2 as zero and the worker’'s Form W-2 should be issued to the worker and
electronically reported to the SSA. Documentation related to FICA refunding is maintained at Palco.

FUTA REPORTING

Federal unemployment tax (FUTA) is calculated based on the DCSW's annualized gross wages and the
FUTA wage base. FUTA is only owed to the IRS once the DCSW earns $1,000 in gross annual wages for
a single employer. Palco charges FUTA from the first paycheck, assuming all DCSWs will earn $1,000
in wages for the year. All FUTA is deposited quarterly under Palco’s separate FEIN and contact
information via EFTS.

At year-end, employers whose DCSWs did not earn $1,000 per year are entitled to a refund of over-
collected FUTA. FUTA taxes owed and deposited are reported on IRS Form 940, Employer’s Annual
Federal Unemployment Tax Return, along with Schedule R. Should FUTA tax deposited exceed FUTA tax
owed, a refund will be issued to Palco. We will then refund these amounts to the Agency/BMS.

A copy of this return will be supplied to the Agency by February 20" of each year.

v'4.2.1.95-4.2.1.96, 4.2.1.97.4-5

Unclaimed Property

There may be cases where DCSW and vendor checks are returned to Palco because they are found to
be undeliverable. In these cases, Palco staff will process these checks with the State in accordance
with its Unclaimed Property Laws by voiding and issuing stop payment on the original check and then
reissuing it to the State with an itemization of the parties and amounts to whom the payment belongs.
Palco will maintain all documentation related to these cases in the applicable worker and/or vendor
file at Palco.
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v4.2.1.97

Vendor Payment Processing

Our cloud-based budget module was built to be entirely flexible to support each member’s unique
budget. Processing, issuing, and tracking approved member-directed services payments to vendors is
no exception. Only the expenses specifically approved for the Member will be paid.

Prior to payment, we distribute, collect, and process IRS Form W-9, Request for Taxpayer Identification
and Certification. When applicable, we will process the results of any IRS ruling related to a vendor’s
filing of IRS Forms SS-8, Determination of Worker Status for Purpose of Federal Employment Taxes
and Income Tax Withholding when there is a question of whether the vendor is an independent
contractor.

We will process invoices and payments for Aged and Disabled and Traumatic Brain Injury Waiver
Community Transition Services on approved Transition Plans.

In Kansas, New Mexico, and Pennsylvania, Members or authorized representatives can complete a
Vendor Payment Request (VPR) form. After confirming with the State, we intend on using a similar
process in West Virginia. The VPR form is provided by email or fax. For payments direct to the Vendor,
the form must be accompanied by a quote or invoice. The Member or Representative-Employer must
ensure in advance of submitting the VPR that the product or service is reimbursable. Our forms allow
vendors to submit multiple dates of service, service authorizations, or even member requests. A copy
of the processed VPR is maintained in the Member’s electronic file. As an internal control, the check
number and issue date are recorded.

Additionally, Palco’s innovative and collaborative approach to meeting the members’ needs goes
beyond processing traditional vendor payments. Palco is experienced in online payment
methodologies to provide a quick and cost effective solution to service delivery that includes the
purchase and order of items shipped directly to the individuals store/home, purchasing and facilitating
online payments for items like Uber and transportation tickets (bus, metro) and online submission
ordering for employers to directly submit their vendor claims for items such as internet and phone
bills approved in their plan. Through all of these different methodologies for receiving the services in
a person-centered manner, Palco CMP provides visibility through online stubs and utilization
management that is updated in real time.

Palco will verify, process, and pay for participant-directed goods and services based on an authorized
invoice or receipt provided by vendors and supported by the Member's authorized Spending Plan, but
no later than thirty (30) days after receipt. We also ensure that the vendors are qualified to perform
the services prior to payment by reviewing their enrollment documents.
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Once payment is made, the amount is deducted from the Member’s Spending Plan. We will monitor
Spending Plan expenditures. We will correct any discrepancies or reimburse the Agency for
overpayments/underpayments, if any, and detail the credit on the next submitted claim within thirty
(30) calendar days. Any returned vendor or small unlicensed provider payments will be processed
according to the WV Unclaimed Property Laws. Unclaimed property information is stored in accordance
~ with Section 4.2.1.95-4.2.1.96, 4.2.1.97.4-5 on page 77-78.

Vendor payment stubs display the invoice number and information related to the services that they
performed. In some states, like New Mexico, large vendors provide services to multiple members. All
members are invoiced on the same VPR. When Palco remits payment to the vendor, we itemize these
invoices and members so that the vendor is able to easily reconcile payments without having to call
Palco Customer Support. This practice has led to greater satisfaction among the vendor community in
our states.

Palco can also provide online payment processing for Community Transition services and other services
related to Money Follows the Person initiatives, as needed. Palco will ensure that claims for Community
Transition Services payments are issued prior to the member's transition to the community to ensure
there are no gaps or delays in service. Understanding the delicate nature of transitions and community
services, Palco can work in collaboration with all stakeholders involved in a particular case to ensure a
seamless delivery.

v'4.2.1.98-4.2.1.104

Reports

We can customize any reports essential to maintaining program integrity and quality through tracking
and monitoring. Reports will be generated monthly, quarterly, annually, or on an ad hoc basis and will
cover all areas of FMS tasks as described in the contract. We look forward to the opportunity to work
with State leadership to better understand how we can best meet your program needs through
reporting.
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We will prepare and distribute reports as specified

by the contract. Reports can be sent via mail or v

email, or the Employer of Record may download

them from our Connect portal. Such reports contain 24 7 On-Demand
the following information: Report Builder

Name and ID of the Member and his or her
Representative (Employer of Record), if d .

applicable. - s teb
PP Gﬁ”":‘;"%m'“ ; Custom data
Enrolled DCSWs to render services. ﬂr:l;a?atﬁerkﬁaﬁ )'I elements and
waitin Emarﬁ!e filter features
Information about the budget. exgaangé .
Payments made to DCSWs categorized by '
service type.
Scoped Format options
Associated payroll and workers’ compensation permissions for such as CSV, XLS
secure data visibly and PDF

(when applicable) costs.

Any overuse of units or funds for the period.

One feature we believe greatly assists Members/Employers of Record is their ability to use the budget
utilization report to show their projected use and the estimated date that they will run out of funds or
units. '

Our web portal’s business intelligence layer provides the ability for users to generate ad hoc reporting
in real-time or for Palco to remit ad hoc reports within seven (7) days of request. This is done through
the application and design of filters, which are grouped by users into a report builder. This allows users
to essentially build their own queries with the use of available data elements to generate reports on
demand. Palco provides information and training materials on this functionality.

We have a standard suite of reports available for our external partners in our Case Management
Portal (CMP). These are accessible for all professional users 24/7, as on-demand reports.

Table 3: CMP Standard Reports

Standard Report Name Description

Active Enrollments The Active Enroliment report identifies CMP Members (Member,
Worker, or Employer of Record) active during the date range specified
along with their current Case Status. Users enter a role and a date range
to see Members active during that time.

Authorization Report Authorizations in CMP are specific services and goods budget
categories. The Authorization Report allows end users to pull both
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Standard Report Name  Description
broad and refined lists of Authorizations from CMP. Congruent with the
User's Role and scoped permissions, users may search for data across
entire programs and with widely defined budget date time frames.

Employer Rate and The Employer Rate & Registration report lists federal and state tax
Registration Report rates, unemployment insurance costs, and workers’ compensation costs
for Employers. These rates are applied to worker wages based on
program, state, and federal requirements.

EVV Registration The EVV Registration report provides a list of workers and details about
the worker’'s EVV compliance. It shows if the worker is required to use
EVV, and if so, how they submit their time. It is particularly useful in
gauging overall compliance and narrowing down workers who are out
of EVV compliance.

Member Contact The Member Contact report shows current contact information for
Members, Workers, or Employers of Record. Palco maintains physical
and mailing addresses, email addresses, and phone numbers.

Member Statuses Member statuses produce a list of members, representative-employers,
and direct-care services workers with their Case Status as of the date
selected by the CMP End User. Member statuses help CMP users
understand which Members are currently active, inactive, or pending. It
shows how long a case status has been in effect and helps CMP users
review historical statuses.

Missing Timesheets The worker Missing Timecard report provides a list of active workers
who did not submit a timecard for a specific pay period.
Member Support The Member Support report lists all members within a program and

theirimmediate support within that program, be that a Palco Counselor,
Enroliment Specialist, or other support role.

Payables Register The Payables Register lists payments and reimbursements to Vendors
for services and goods different than timesheet and timecard entries. It
includes all payments within the service date range selected, including
those in progress and rejected. The report includes Member, Employer,
and Payee IDs and Names, the service and cost, the Payable’s present
status, and additional reference information.

Payment Method The Payment Method report identifies how Workers, Members, and
Employers are paid, if they receive paper checks or electronic deposits
for funds sent to them. Account details are not displayed.

Payroll Register The Payroll Register report shows information about what was paid to
workers on a given pay period, including deductions and exemptions
and the payment method. CMP Users can specify a date range for
inclusion, as well as limit results to a specific Member or Worker. This
report produces summarized pay information and calculates gross
wages overall.
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Standard Report Name  Description
Payroll & Tax Info The Payroll and Tax Info report displays rates, exemptions and other
statuses that affect a worker’s Payroll and Tax withholdings. The report
includes factors affecting pay, such if the worker is exempt from
Overtime pay and Difficulty of Care.

State Date Report The Start Date Report shows two types of Start Dates. It shows the
_original date that.a Member (Member, Employer, Worker) started in a
Program, and it also shows a ‘Restart’ date, which is the most recent
date the Member became active again. The Restart date is shown
whenever a Member, Employer, or Worker’s profile has changed from
Active to Inactive and back to Active.

Timesheet Report The Timesheet Status report gives CMP users the ability to see the
bigger picture and overall progress of timesheets within a Program. It
also gives CMP users shift level specifics across a range of workers,
employers, and participants. This report lets the user narrow down
results listed by Timesheet status. In doing so, the user can isolate
timesheets with concerns or that need action such as Worker or
Employer review. If the timesheet failed, the reason for that failure is
identified.

User Demographics The User Demographics report shows essential and basic information
about Members, Employers of Records, and Workers. This report
identifies the name, relevant IDs, current Case Status in CMP, gender,
zip code, and date of birth of the Member listed. Workers on the list
also show their relationship and shared dwelling status with participant.

Part of what makes Palco’s development and ownership of its own cloud-based software stand
apart from its competitors is its ability to adapt and cater to individual program needs as well
as the continual updating and improvement of the software. One example is our tooltip feature
for users to take advantage of when they run reports. When a user hovers over the reports from the
dropdown menu, they will see a tooltip giving a brief description of the report and the information it
will deliver. See Figure 27.
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Figure 27: Tooltip
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Palco looks forward to reviewing this standard suite of reports, readily available in our Case
Management Portal for the Agency/BMS program staff and Case Management professional users to
query on-demand, 24/7. These reports meet many of the reporting needs outlined in the contract.
Palco currently supports the data requested in the program-specific reporting requirements outlined
in the RFP. Examples of these program-specific reports are outlined below.

Table 4: CMP Program Reports

Report Name Description
Dedicated Payroll Bank | Copies of the monthly bank statements from the dedicated payroll
Accounts accounts can be provided within 15 calendar days of the request along

with any other financial information necessary for the Agency to
oversee the Subagent-F/EA FMS,

Discovery and Provided to the Agency one (1) week prior to scheduled contract

Remediation Report meetings based on identified performance measures.

Financial Reports Quarterly and year-end financial reports provided to the Agency within
45 calendar days.

Spending Report An up-to-date monthly report provided upon request to members who

do not have access to the internet within five (5) business days
following the end of the payroll period that includes the last day of the
month.

Palco ensures that copies of information and reports are not distributed to other parties without
the written permission and direction of the Agency.
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v'4.2.1.105-4.1.1.107, 4.2.1.112

Document Retention & Data Security

_Palco engages or_exceeds_industry standards for storing and disclosing PHI, including copies of—
timesheets, phone logs, summaries of complaints with resolution noted, documentation related to the
withholding, filing, payment of federal and state tax, wages, and year-end tax filings in compliance
with federal and state Department of Labor rules. We are committed to reducing waste and harm to
the environment; therefore, we store all member, DCSW, and F/EA FMS files electronically.

All records are kept for at least seven (7) years for possible IRS review and as long as necessary
if they are related to a matter currently being addressed with the IRS.

Records must be kept three (3) years per United States Department of Labor (DOL)
requirements.

The U.S. Citizenship and Immigration Services (CIS) requires that the USCIS Form 1-9,
Employment Eligibility Verification and Instructions be retained three (3) years after the worker
is hired or one (1) year after the date the employer or worker terminated employment,
whichever is later.

All procedures are documented in our Policies and Procedures Manual. Additionally, our master
checklist ensures that we are saving all required documents appropriately, including archived records.
This checklist is available for Agency review.

The database maintains and records member Protected Health Information (PHI) on a daily basis. Data
stored in the database is current, based on updates received from the Department’s fiscal agent and
the Contractor’s payroll and invoice processing systems. After a review by our CIO, Director of Software
Engineering, Privacy Officer, and legal counsel, we can assure that our technology not only meets the
highest level of HIPAA security requirements, but also meets the West Virginia Information Technology
Accessibility security standards and guidelines.
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v'4.2.1.108-4.2.1.109

HIPAA Requirements

—Palco, Inc.-uses,discloses;-and safeguards Protected Health-Information-(PHI)-in compliance with the
Privacy and Security Rules under the Health Insurance Portability and Accountability Act (HIPAA) and
Health Information Technology for Economic and Clinical Health Act (HITECH) of 2009, as well as state
law, rules, and regulations.

For secure and HIPAA and HITECH Act compliant electronic storage and management of individual and
worker files, Palco utilizes a digital storage/document management system. Not only is the information
stored for legal retention, but it is also used daily for active, working files and is structured to resemble
a basic filing cabinet. Permissions for confidential information are only granted to those who need the
information to complete their jobs effectively. Palco staff's level of access to protected health
information is limited to what is minimally necessary to perform assigned duties. The classes and
categories of protected health information to which staff can have access are based on workforce
classification.

As such, access to the system is controlled down to the page level. Once a user logs into the
application, the system associates the user with a group that restricts the level of security access rights.
Documents and folders are monitored and protected individually, despite user actions. Data is
physically separated per contract serviced.

Access to shared data is authenticated and authorized based on criteria such as role(s), programs, or
individual claims on a per use level. External users are required to provide a valid email address which
acts as the UserID. They are also required to provide a strong password that would give them access
to only their personal information. These passwords are b-crypt hashed at the application level before
being transmitted to the authentication database. Their account may go inactive after a duration of
inactivity or as part of an internal workflow process.

All data is secured at rest and in flight. Data and data submissions are encrypted according to industry
standards. No PHI is transmitted through non-HIPAA compliant networks or services. We maintain
strict security protocols for our computer and backup systems, exceeding industry standards for
storing and disclosing protected health information. Palco’s infrastructure complies with Federal
Information Processing Standards 200.

All computers and data servers are secure, contain virus protection, and have installed security patches.
Ouremail is secure. All web-based applications employ security certificates and encryption protection.
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All hardware is password-protected with essential backups stored at an approved off-site location.
Imaging servers are maintained in a physically and environmentally secure atmosphere with power-
conditioned spaces, accessible to personnel with appropriate security clearances only. All images are
backed up daily and copies are stored offsite in securely locked facilities indefinitely.

To protect our data, the following controls are in place:

Access to data, application, and system functions by users and support personnel. All
individual user access to the member and provider portal is authenticated and authorized based
on criteria such as role(s), programs, or individual claims.

Issuance, management, and maintenance of unique UserlDs and passwords. External users
are required to provide a valid email address during the enrollment process, which acts as the
UserlD. They are also required to provide a strong password that gives them access to only their
personal information. Users have the ability to change their UserID or password through each of
the web services they may have access to. For security, accounts may become inoperable after a
period of inactivity or be inactivated as part of an internal workflow process. All passwords are
b-crypt hashed at the application level before being transmitted to the authentication database.

Formal user registration and de-registration for granting and revoking access to
information systems and services. Once a new user is established in the system, a registration
email is sent with a uniquely generated PIN and link to the registration page. The user uses the
PIN, last four digits of their SSN, and last name to begin portal registration. An email
confirmation is sent with a link to complete registration and enable system access. The user
management portal can be used to manually activate or de-activate accounts. De-activation can
also occur as part of an automated internal workflow or by the user wishing to close the account.
Time-limited read-only system access is maintained in some instances to provide access to
historical records and tax forms.

Mechanism for restricting and controlling access and privileges to only authorized
functionality and/or services. Accounts are created with specific roles or a combination of roles
and access claims.

Locking user accounts upon multiple failed login attempts. Accounts are locked after four
failed log-in attempts for a period of 15 minutes. Additionally, log-in attempts are rate limited
to prevent brute force attacks. Audit logs are maintained detailing all log-in activities.

Password reset validations. Forgotten passwords can be reset via the password recovery
process. The account UserlD is entered, an email is issued, and the user follows a link to the
change password screen via a time-limited encrypted token. We require strong password
requirements for security with multiple character types and length definitions.

All system access is monitored and written to audit logs. Email alerts are dispatched to support staff
regarding certain security events, such as account lockouts. All user generated database transactions
are logged to audit tables.
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All staff are required to undergo training on HIPAA and HITECH confidentiality requirements upon hire
and annually by our Privacy Officer. Personnel also sign a confidentiality agreement. We have a robust
HIPAA Privacy and Security Manual. This manual not only covers data and security protocols, but also
includes information about disclosure, providing PHI to authorized requesting parties within five (5)
days of a request, and amending PHI within 30 days of the request.

Staff who-know-or-suspect a-privacy or-security-issue-must report it immediately to the Privacy Officer,
who will assess the situation and determine the appropriate disciplinary action, which, depending on
the severity of the issue, can range from a verbal warning to termination. All issues will be disclosed
to the department within one (1) business day, and Palco will implement appropriate and immediate
remediation and notification efforts to rectify the situation, including sanctions for the staff or
subcontractor responsible, if necessary.

Palco has staff specifically assigned to ensure we are up-to-date and have the latest information
pertaining to our scope of work and we remain fully compliant with all applicable state, federal, and
local rules, and regulations. Palco subscribes to several services to possess the most current
information, visits key websites on a regular basis, attends sponsored events and trainings (webinars),
and belongs to several strategic memberships and associations relevant to the key deliverables to F/EA
FMS services.

v4.2.1.110-4.2.1.111

Bustness Continutty/Disaster Recovery

Palco has a comprehensive Disaster Recovery Plan (DRP) for restoring and preventing loss of data,
software, master files, and hardware if management systems are disabled. A copy has been provided
as Appendix 7. Our DRP includes objectives to meet the following provisions:

Preventing the loss of the organization’s resources, such as hardware, software, data, and other
information technology assets.

Minimizing downtime related to information technology.

Minimizing downtime of the Customer Support Center.

Ensuring continuation of critical business practices in the event of a disaster.

Ensuring that a secondary location meets all Palco policies and ensures business continuity.

Protecting and securing all data.

Palco has established a separate, dedicated site in the event the DRP is activated to ensure the timely
return to regular operations without interruption of data and use of appropriate software that is
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completely up to date as the previous day’s work. The cold site has the capability to meet all Palco’s
policies, ensuring efficient production of key tasks.

All data is stored and/or backed up to the Google Cloud Platform (GCP). Cloud based data (GCP) and
backup information is stored in data centers and replicated across multiple regions - all inside the
United States. We conduct daily tape backups of our electronic files and data as a localized data backup

~and restoration method (in case of total failover of all GCP data centers)..Backups of internal servers
are completed to both on-site storage and off-site cloud storage. When current software is upgraded,
or new software is installed, a backup of any pertinent data is stored at a secure external site outside
of a 50-mile radius and inside of a 100-mile radius. Thus, current and archived files are stored externally
in a secure location.

All physical software program disks are stored off-site. Off-site computers are located with utilized
software. All computers stored off-site are protected by password and other operational integrity
mechanisms to ensure proper authorization has been granted for access to computer files. This
prevents the loss of information and any interruption in service if a disaster strikes.

Our system’s architecture, network diagram, and related frameworks are supported by documented IT
governance policies. Our IT infrastructure includes a firewall appliance that keeps internal voice and
data segregated from external traffic through a DMZ. Cloud-based software is further segmented
through an additional virtual firewall and DMZ in the cloud.

In the event of a regional GCP outage, the entire application ecosystem is scripted and will be manually
redeployed to an unaffected region with minimal downtime. Palco has chosen this design strategy so
that the application uptime will target 24-hour availability, 7 days a week. Our cloud-based software
system is built so that any system maintenance there would have little to no impact on our GCP uptime.

Any internal system maintenance that might require downtime would be scheduled during periods of
low traffic, such as the weekend or a holiday. Users are notified through in-app messages one (1) week
in advance of scheduled maintenance detailing the reason, projected start time, and duration.

The DRP is included as a part of our new staff onboarding and training. We provide staff with a copy
of the DRP and orient them to its provisions. At least quarterly, the Palco management team reviews
and tests the DRP and makes any necessary updates or revisions. Testing includes walkthroughs,
simulations, parallel testing, and full-interruption testing. The Human Resources department
distributes and communicates any changes to the plan to the staff. Our staff are cross trained in a
variety of tasks. In addition, we offer robust instructional materials for carrying out key tasks. If many
of our staff were unavailable, other staff members could readily fill in, and we would bring in temporary
staff who would be rigorously trained to carry out key functions. If staff are prevented from carrying
out their essential functions at our primary location, we have the following provisions in place:
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Working with the team leader and other team members to understand the magnitude of the
disaster.

Implementing Palco’s policies for setting up a temporary call center and other operational
departments at a secondary location.

Training workers on how to carry out essential functions in a secondary facility, as well as on
what information to provide parties who inquire about the disaster recovery and Palco’s
response.— —— : p—— : -

Executing Palco’s communication plan as developed by the communications team and Primary
Team Leader.

Palco maintains a secondary location if our primary location becomes unavailable.

The secondary site contains computers that are protected by password and other operational-integrity
mechanisms, as well as virus and malware protection, to ensure proper authorization has been granted
for access to computer files.

Each worker has a unique identification and password to enter computer workstations and
software. Each worker’s security level determines their access to computer files.

Backups are in the cloud in real time and all systems are capable of cloud-based computing.
All data is backed up with appropriate failovers to ensure continual business functionality.

Our phone system has soft phone capability to run from a secondary site as a customer service center
unit or from remote locations. As our Customer Support Center is equipped with silent monitoring, full
quality assurance protocols are ensured, no matter the location of our customer service
representatives.

Our online web portal allows staff to work in remote locations when they are unable to come to work
due to disaster, illness, or other circumstances. VPN functionality also allows them to access their work
desktops and server and cloud data files, as well as important software.

Palco’s IT staff maintains a set of backup laptops equipped with Microsoft Office and other relevant
programs on standby for issuance in anticipation of events which may otherwise impact daily
operations, such as inclement weather.

Servers are connected to an uninterruptable power supply system (UPS), which conditions incoming
power to the server and provides sufficient processing time for the server to be correctly shutdown in
the event of a power failure. In the event of sufficient damage to the primary operational site, a second
location is on standby to accommodate the necessary network traffic to keep operations running with
little to no downtime.

As a secondary solution, we conduct weekly full backups and daily incremental backups of our files.
These backups are kept off-site and are easily restored so staff can continue their work. We may also
use analog phone lines and equipment in such a catastrophe.
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We have a comprehensive Business Continuity Plan (BCP) for continuity of operations of all services
covered in the event of a disaster. An example of our existing Business Continuity Plan is included
within the Disaster Recovery Plan in Appendix 6.

v4.2.1.113-4.21.129

Terminations

In the event that an employer is no longer a permanent employer (e.g., the member appoints a new
designee employer, or the member serving as her own employer terminates the program), Palco
immediately terminates their case status in our system. Taxes are paid in accordance with Section
4.2.1.69-4.2.1.81.

After ongoing taxes are filed, we will perform the following tasks:

Revoke the IRS Form 2678 with the employer.
Receive the IRS revocation confirmation letter (LTR 4228C).
Revoke the [RS Form 8821 with the employer.

Retire the employer’s FEIN at year-end once W-2s are filed. Should the employer be deceased,
the IRS is notified of this fact.

Revoke any state power of attorney or authorization forms established through the West Virginia
tax agencies, West Virginia Department of Taxation and Bureau of Employment Programs.

Retire the employer's West Virginia income tax withholding employer tax account number.

Retire the employer’s West Virginia state unemployment insurance tax employer tax account
number.

Retire the employer's West Virginia municipal tax employer tax account number.

Compute, withhold, and file final state income tax taxes (even when the final filing is zero wages).
Deposit final state income tax, including zero wages.

Compute, withhold, file, and deposit final state unemployment taxes, including zero wages.
Terminate any local tax accounts using the agency's prescribed methodology.

Palco will continue to file W-2s for the employer at year-end.

We will maintain documentation and correspondence related to each of these activities in the
employer’s archived file.

palcofirst.com | 90



Section |

Project Goals and Proposed Approach

This process is tracked in our online system in case of IRS error or other matters that may impede
agency approval. Reports are generated to display where an individual lies in the enroliment or
termination process. Employers and Service Facilitators may be granted access to their real-time
enrollment information through the portal.

In some instances, Palco may need to adjust either timesheets or employee payments. Adjustments
-made to_payments happen when Palco pays.an.employee that claims all-hours through an-unreported-
hospital stay. When Palco receives the weekly hospitalization reports, Palco reviews the report for
unreported hospital stays; if an overpayment has been determined on an active member, a reduction
in hours is made to the following pay period to cover the over-payment. In instances that the member
is disenrolled, Palco will notify program staff of overpayment. Timesheets are also adjusted based on
reported hospital stays and eligible days of service. When a hospital stay is reported, the enroliment
specialist removes the days that are not eligible for pay. Hours will be adjusted down when the

timesheet is received to prevent overpayment.

Timesheets are also adjusted if there is a change in the member’s active status. When an active or
disenrolled effective date falls in the middle of the service period, funding for days that are not eligible
for pay is refunded back to Medicaid. Days prior to an effective start date are not eligible for pay, and
days after a disenrolled date are not eligible for pay.

v'4.2.1.130

Collaborations with Stakeholders

Palco coordinates and communicates its role, responsibilities, and activities as the Subagent-F/EA
FMS Vendor with Case Managers, Utilization Management staff and Claims Payer staff so that all
required procedures and forms are completed and processed to ensure that members do not
experience disruptions in service. The Palco CMP system provides professional users with a
transparent location for all processes and tasks completed by the Subagent-F/EA FMS Vendor.
The work queues and task tracking ensure that external staff with a vested interest in a task's
completion can monitor it in the queue and independently obtain its status at any time. Should
questions arise requiring communication beyond what is visible within the system, Palco staff will
coordinate and facilitate to ensure all parties involved get a satisfactory resolution and disruptions
to services never happen.

Palco employs multiple mechanisms for communication with members and program stakeholders, as
we know how critical information sharing can be. Some of the methods available at our immediate
disposal for communication with stakeholders include:
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Communication via phone.

Website newsfeeds and banners for alerts.
Customizable email notifications and eblasts.
Social media campaigns.
In-person town hall and 1-1 meetings.

v _Webinar-based town hall meetings.
Customer service support lines including chat.
Automatic system alerts and notifications.

Mail campaigns.

v'4.2.1.131

Online Registry

Palco currently owns and operates an online provider directory with a singular mission of
connecting members in need of care with DCSWs seeking to provide care. The workforce crisis
plaguing our industry is a focal point of Palco leadership that we are passionate about combatting.
We know all too well that even though self-direction is often the most quality and fulfilling service
delivery model, recruiting and maintaining qualified DCSWs can be a challenge for members due
to the schedules, lack of full-time hours, and privacy laws that prevent the sharing of information.
Our online registry breaks down those barriers by creating a path and acts as a catalyst to make
healthy connections within communities.

The Palco provider directory provides space for DCSWs to create a profile and market their
services, as well as a mechanism for members seeking care to publish their job descriptions and
attract fresh support. DCSWs seeking to provide care can enroll on the site and complete a
verification process for their profile to become active. This quality measure helps keep the
directory up to date with only serious candidates and prevents false information from being
posted. Within the directory, DCSWs can receive messages and screen job opportunities. Members
can filter the DCSW pool by zip code/mile radius, ensuring the search results yield true candidates
in their area. Members can also filter the DCSW pool by skill set to help them as well as helping
target certain qualified applicants when a specialized task or set of tasks is being sought after.

Regular site monitoring and quality assurance checks keep information up to date and ensure the
directory is maintained as a usable and quality resource. As Resource Consultants and the
enrollment staff interact with DCSWs, they will inform them of the tool and encourage DCSWs to
sign up. Palco will work with the Agency to tailor and customize the tool with other features and
benefits that stakeholders may find useful. Palco will promote the tool through a variety of media
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to ensure it is a well-known and shared resource. This includes social media, blog posts, marketing
print materials, and educational webinars/videos. This targeted effort will help combat DCSW
shortage and ensure the WV program members have a viable option for getting their needs met.

Figure 28: Palco Online Provider Directory
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v4.2.1.132

Quality Reviews

Palco will participate in annual quality reviews conducted by the Agency or its contractor for each
program using a quality review tool and web-based systems approved by the Agency.

As part of our internal controls and quality assurance (QA) measures, we perform quarterly operations
reviews of all key deliverables. We conduct monthly QA assessments, including a 15% sample of key
operations. Some examples include, but are not limited to:

Completion of employer enrollment paperwork.

Completion of DCSW enrollment paperwork.
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Completion of employer enrollment activities, such as obtaining a FEIN and assigning
appointment of agent.

Completion of DCSW enrollment activities, such as background checks.

Completion of employer termination activities, such as revoking a FEIN and IRS and state

appointments of agent.
Timesheet review status, including following a timesheet life cycle from submission to payment.

Payroll payments made.

Other payments made, such as tax deposits and filings, garnishment payments, refunds to the
Department, and any payments to vendors.

Bank activity, including payments and deposits.
Call center activity, including call monitoring and metrics analysis by agent.

Quarterly, the following additional information is also assessed:

Filing of quarterly IRS Form 941.

SUTA tax filings and payments.

FUTA tax payments.

HIPAA, Privacy, and Security compliance assessments.

IT Security assessments.

Disaster Recovery Test results.

Filing of annual IRS Form 940 (Fourth Quarter review only).

Filing of annual IRS Forms W-3 and W-2 and state counterparts (Q4 review only).

Filing of any annual state income tax withholding reconciliation reports (Q4 review only).

For example, enrollment of member/representative-employers and DCSWs can be a cumbersome and
lengthy process, and we strive to mitigate that through analytics. Thus, to monitor this process, we
utilize the following:

An electronic checklist to log key dates and events, follow-up activities, and receipt of forms.
Benchmarking standards related to average time between the referral and enroliment.
Monthly case review of pending enrollments and enrollment statistics.

Incorporation of any changes to the enroliment process based on data trends.

Palco understands and will abide by the performance standards set by the state in the contract. Palco’s -
web-based system tracks utilization for each individual and allows users to access this usage and-
remaining hours or dollars as applicable. In addition, this system monitors the enroliment process and
the status of all individuals to ensure proper access is granted to all parties. If a DCSW has been
terminated, for example, they are no longer able to enter time past the date of termination. We will
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submit quarterly and/or monthly expenditure/utilization reports to each member. These reports are
available for download in the portal, as they provide real-time transparency to allow all parties to
verify that Palco is accurately tracking services and utilization.

In addition, Palco’s system accomplishes the following tasks:

Notification to Resource Consultants, State staff, and others when the Member’'s needs or
information-have-changed. -~ -~ oo

Monitor compliance with the Fair Labor Standards Act and all other applicable federal and state
laws, as well as department policies and/or protocols, regarding workers’ compensation,
overtime, and overtime pay, including services delivered in a back-up capacity.

Adherence to timeframes for enrollment, completion of paperwork, and initiation of services.

Name and contact information for the assigned Case Manager, State Case Manager, and
Resource Consultants, including alerts when one of these assigned individuals changes.

Information about the individualized service plan and service utilization.
Authorizations and other important information received from the State.

Results of Resource Consultant visits and outcomes, including monitoring activities and service
agreements for workers and representatives, ensuring that all timeframes are met to get service
agreements in place.

Monitoring payments to DCSWs.

Providing narrative information about the performance of DCSWs.

Notifications regarding the member’s health, safety, condition, and wellbeing.

Tracking time worked by each worker to ensure that all overtime rules are being followed.

Additional quality checks occur during routine face-to-face visits in the home setting, as well as regular
outbound phone calls. These will allow our staff to glean important information, as well as the dynamic
between the member and the DCSW, if services are being delivered as reported on the timesheet, if
the member’s needs have changed, and if the health, safety, or wellbeing of the member is threatened
in any way.

For each service we perform, we assign quality measures to ensure that we are meeting targets and
objectives. For example, enroliment and initiation of services are monitored closely. We understand
that many families experience difficulties in hiring the right DCSW to care for their loved ones. A
cumbersome or lengthy enrollment process only complicates this. To monitor this process, we utilize
the following:

An electronic checklist to log key dates and events, follow-up activities, and receipt of forms.

Benchmarking standards related to average time between the referral and enrollment.

Monthly case review of pending enrollments and enrollment statistics.

Incorporation of any changes to the enrollment process based on data trends.
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All quality control records are available to the state upon request. For any deficiencies in our services,
we will submit a corrective action plan within 10 business days that includes the following:

Description of the findings.
Specific steps to correct the situation.
Name(s) and title(s) of responsible staff person(s).
-Timetable for performance of the corrective action-steps.
Monitoring that will be performed to ensure that corrective action steps are implemented.

Signature of our project manager or a senior executive.

v4.2.1.133-4.2.1.136

Communication System

Our comprehensive customer support system includes the following:

Policies and procedures that reflect the principles of participant self-determination and the
Department.

24-hour dedicated toll-free phone number and toll-free fax machines with expandable capacity.

Live staffing of a toll-free telephone system from 8:00 a.m. to 6:00 p.m. EST, Monday through
Friday, except on state and federal holidays. Ninety-five percent (95%) of calls will be live
answered.

Automated call distributor system (ACD) to manage and assign incoming calls to available staff
in an efficient manner.

IVR-automated response to caller inquiries and timesheet and payroll inquiries 24 hours per day,
7 days a week.

Voicemail box activated for after hours and during peak hours for callers who would prefer to
leave a message. The voicemail is integrated with our ACD system. The voicemail has sufficient
capacity to allow callers to leave a detailed message, have an outgoing message recorded in
both English and Spanish, and provide prompts to remind callers to leave their name, telephone
number, identification number, and the best time to return their call.

Voicemails are returned in 24 hours.
24-hour web-based information regarding FMS services.
Secure email and fax capacity.

Receiving and processing member enroliment, DCSW employment and vendor information
including the preparation of enrollment and employment packets and monitoring the
effectiveness of the system.
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An operational TTY/TDD line, at no cost to the caller.

Access to written and spoken translation and interpreter services at no charge to the caller. Our
call center has Spanish-speakers on site and utilizes a third-party service for all other languages.
This service currently serves nearly 300 languages. Translation services are engaged through a
warm transfer by calling Palco. Once we identify translation is needed, we patch in the translator
and remain on the line during the entire call. This keeps the caller from having to make an
additional call.

All of our information is available in alternate print formats (e.g., large print and Braille) and in
languages other than English. We also provide interpreter services (i.e., American Sign, and
services for persons with Limited English Proficiency), as needed.

State-of-the-art equipment to prevent bottlenecks in daily operations.

Provide a greeting message and educational or informational messages approved by the
Department while callers are on hold.

Continual monitoring of secure emails, faxes, and phone calls.

Ensure compliance with Medicaid confidentiality procedures/policies, including HIPAA
requirements, within the call Center.

Call center software that receives and tracks calls and provides data analysis.
Maintenance of inbound and outbound calls, requests, and complaint logs.
Respond to all calls from members and representative-employers within one business day.

Maintenance of inbound and outbound calls, requests, and complaint logs and tracking of
complaints.

Resolving F/EA FMS-related complaints and grievances within five (5) business days of receipt.

Preparing and submitting monthly reports to the Department outlining complaints received and
resolutions achieved.

24-hour operational voice messaging system.

Customer Relationship Management (CRM) tool to identify issues and trends and respond to
items within 24 hours.

Act as a mandatory reporter of fraud and abuse including having a system for reporting critical
incidents.

Website with general information and a case management portal with log-in access to view up-
to-date information. These systems are monitored through an internal control process to ensure
the accuracy and effectiveness of the systems.

Policies and procedures that emphasize the philosophy of self-direction and cultural and
linguistic competence to communicate effectively with a diverse population of individuals of all
ages with disabilities and chronic conditions.

Our IT infrastructure includes a firewall appliance that keeps internal voice and data segregated
from external traffic through a DMZ.
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Option for transfer to EVV vendor on ACD menu, as well as ability for live agents to transfer
callers to partner EVV vendor.

To maintain a person-centered approach, our call center is staffed with live and local
representatives, who have the skills needed to address concerns and provide a range of solutions
or additional training. Palco staff has developed trusting relationships with many members,

_employers, employees, and case managers, fostered over many years of resolution, by treating callers
with respect and courtesy.

All telephone staff treat all callers with dignity and respect, are knowledgeable of Consumer-Directed
Services and related West Virginia Medicaid policies and protocols, and can communicate effectively
with a diverse population of individuals of ail ages with disabilities and chronic conditions. Call center
staff greet the caller and identify themselves by name when answering. All communications respect
the caller’s right to privacy and confidentiality.

Agents are trained to resolve any issues callers might have, including the following:

Enrolling individuals or engaging in a pre-screening qualification protocol.

Introducing callers to program details and assisting individuals in understanding procedures
related to self-direction.

Providing orientation on employer requirements and conducting employer skills training.

Explaining the role of budgets, including payroll taxes for workers and goods and services for
program members.

Assisting callers with timesheet completion.

Offering assistance in completing enrollment, employment, and tax forms.
Assisting individuals in understanding expenditure reports.

Providing information on W-2s and over-collected FICA.

Answering payroll-related inquiries, such as payment schedules and direct deposit change
information.
Detecting and reporting potential fraud, abuse, or neglect.

We are proud of our ability to meet or exceed industry standards.
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Figure 29: Customer Service Comparison
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Palco believes that it offers the best quality and value in every area, including our customer support
capabilities. Our Client Relations Management (CRM) tool allows call tracking and reporting including
an electronic record to generate a synopsis of all calls and to provide a complete audit trail of
communication to the Customer Support Center from all parties. Additionally, we have the capability
to structure the IVR in a manner that allows calls to be monitored by a third party for the purpose of
evaluating call center performance.

Our internal reports for contract management include all measures of contract performance, including
the following:
100% of all inbound and outbound calls are documented and maintained in our CRM.
Fully operational and accessible agents during the timeframe required by the contract.
95% of monthly inbound calls are answered within 3 rings or 15 seconds.
100% of voicemails, callback requests, and inquiries are returned within one (1) business day.
Abandoned calls do not include dropped calls.
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Monthly abandoned calls represent 5% or less of incoming calls, regardless of queue placement.

Call queue wait time does not exceed five (5) minutes, regardless of queue placement.

We will provide detailed weekly, monthly, quarterly, and annual cumulative data to the State if
requested. Data will reflect trends using tables, charts, or graphs. Our typical suite of reports includes
the following data points:

Number of incoming calls.

Number of outbound calls.

Number and percentage of calls received by subject.

Number of calls routed to voice mail.

Return call requests.

Percentage of calls returned within one (1) business day.

Number and percentage of answered calls.

Average speed to answer.

Average and maximum talk time.

Number of outbound calls (voice and IVR automated).

Number and percentage of calls abandoned, average time to abandon, maximum abandonment
times.

Number of calls in the queue, average queue wait time, maximum queue wait time.
Number and percentage of first call resolutions.
Number and percentage of escalated calls beyond the customer service representative.

Number of individuals requesting specialized assistance.

We are proactive in addressing issues. During a call surge, we route 100% program surge calls to 80%
of Customer Support Representatives. Our response time is outstanding, earning us high marks from
our existing partners. According to a 2020 Customer Satisfaction survey, Palco received a 98% approval
rating from Employers and 97% from Employees on the programs that we serve.

The following charts, Figures 30-32, reflect all Palco’s Customer Support Center’s average talk time,
incoming, and outbound calls from January 2019 through November 2022. Our outbound call volume
demonstrates we are committed to returning phone calls 'and following up with users who need
additional support.
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Figure 30: Average Talk Time by Month/Year (All Programs)
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Figure 31: Incoming Calls by Month/Year (All Programs)
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Figure 32: # of Outbound Calls by Month/Year (All Programs)
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COMPLAINTS AND GRIEVANCES

Palco tracks all calls received, including complaints, using the tools described in the previous section.
We respond to complaints from Members/Representatives and their DCSWs within one (1) business
day and make every effort to resolve complaints/grievances within three (3) business days of receipt.
We track all activities related to complaints and resolve F/EA FMS related complaints and grievances.
We provide monthly reports to the State program staff outlining the complaints received and the
_ resolutions, highlighting any_themes_presented and proposing strategies for addressing them, as
appropriate in the future.

Palco welcomes expanding an effective tool for conflict resolution including an advisory/grievance
committee that engages stakeholders either in person or via teleconference on the basis prescribed
by department program staff. A responsive FMS demonstrates its commitment to transparency and
quality through the following mechanisms:

Stakeholder engagement practices, such as a task force of Members, Employers,
Caregiver/workers, and other users of the FMS to address quality concerns.

Having a team on the ground in West Virginia to provide technical assistance.
Providing live call center representatives.

Establishing accessible channels for members and their circle of support to communicate
suggestions to the FMS and methods for Palco to provide feedback to stakeholders.

Our CRM tool is a cloud-based tool that allows communication tracking and reporting including an
electronic record to generate a synopsis of all communications and to provide a complete audit trail
of communication to and from all parties. With data consolidated in our CRM, it makes it possible to
analyze patterns for call drivers and insights into member needs and wants. With this tool, we can
monitor our Palco Customer Support Center staff's productivity and improve their customer
relationships. Additionally, we have the capability for structuring the communication log to include
actions taken, escalations, mandated reporting, and the date of final resolution.

To maintain a person-centered approach, our Customer Support Center (call center) is staffed with live
representatives who have the skills needed to address concerns and provide a range of solutions or
additional training. Technical assistance occurs via phone, voicemail, email, and chat features on social
media channels. Palco staff has developed trusting relationships with a wide range of
Members/Representatives, their DCSWs, and other stakeholder groups, fostered over many years of
resolution by treating callers with respect and courtesy that reflect the principles of the department.

Providing culturally and linguistically competent customer support is an integral component of the
philosophy of consumer-direction and the provision of consumer-directed services. Palco invests
heavily in providing a variety of options to diverse populations of all ages with disabilities and chronic
condition when they are seeking information and assistance.
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v'4.2.1.137-4.2.1.138, 4.2.1.141

Incident Management

—Palco-Resource-Consultant—staff-will-identify,” through-the-use of tools-including CRM, cases of
substandard performance on the part of a member or representative, or a member of staff from
Subagent F/EA FMS. In such cases, we notify impacted parties (e.g.,, member/representative and/or
the Agency) of the substandard performance, providing appropriate remedial skills training as
appropriate, assisting the member/representative to develop and implement a written plan of
correction to address the area(s) identified for correction, monitoring the successful
implementation of the corrective action plan by the member/representative, and informing the
Agency of final disposition and any need to initiate involuntary termination proceedings with the
member/representative. Examples of substandard performance include, but are not limited to, the
following:

Repeated orintentional incorrect reporting and/or late submission of DCSWs' hours worked.

Incorrect and/or late submission of vendors' invoices for participant-directed services.
(PDGS, EAA, etc.).

Hiring of ineligible DCSWs.

Monthly or cumulative overutilization of the member's individual budget.
Ineffective emergency DCSW back-up plan.

Inappropriate firing of DCSWs.

Failure to comply with the waiver programs' policies and procedures.

Critical incidents occurring in an HCBS setting include unexpected death, suspected physical or mental
abuse, theft, financial exploitation, severe injury, medication error, sexual abuse, and any other type
of abuse or neglect.

All critical incidents that occur to the member will be reported to the state, as required by the program,
by Palco within 24 hours of witnessing or discovering such incident. Palco will also contact Adult
Protective Services (APS), Child Protective Services (CPS), or law enforcement in accordance with state
law. Critical incidents relating to members under department programs will be relayed to the
department’s investigator hotline within four (4) hours of specified incidents. All events will be
reported per the Agency’s protocol.

Additionally, Palco will respond to and investigate allegations. If required, the member and other
responsible parties are contacted to determine whether the individual who committed the alleged
incident should be terminated or removed. In some cases, it may be necessary for the safety and
wellbeing of the member to remove an individual, particularly when the allegations are substantiated,
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and Palco will communicate that to the member. When this occurs, Palco will assist the members in
finding a replacement. All activities are reported to the State.

For abuse and financial fraud issues, Palco, Inc. acts as a mandatory reporter to the appropriate state
agency. Our system is designed with a multitude of controls in place to ascertain quality for individuals
in this program along with their DCSW. Fraud is a crime and abuse violates other applicable laws and

made by a member or a member’s worker is reported within 24 business hours to the Agency.

v'4.2.1.139

Employer Handbook / Initial Orientation Materials

Palco has a company compliance and policies handbook that covers the unique aspects of being a
self-directing member/representative-employer. The Employer Manual is an introductory guide to
the program, policies, procedures, and the mail functions of being a self-directing employer. The
manual will be approved by the Agency before distribution. An example of our Arkansas Employer
Manual can be found in Appendix 5.

The manual will include information about the participant-directed services, the role, responsibility
and function of Subagent-F/EA FMS and the role and responsibilities of the member,
representative and DCSW. Detailed instructions and information regarding member/representative
employer-related tasks are explained and documented.

Palco has a dedicated training department and staff that oversees the creation of training materials
and will work closely with the Resource Consultant team to educate, train, and assist
Members/Representative-Employers, DCSWs, and Agency staff regarding health care tasks and much
more. The training supervisor and learning management team will assist with the development and
updating of a Member/Representative-specific Employer Handbook that will be approved by the
Agency and provide all necessary information about participant-directed services and roles and
responsibilities of all involved parties. To maintain a flexible and person-centered training approach,
we offer several training options:

IN PERSON LEARNING: Palco will have regionally based trained staff located strategically across
the state of West Virginia to meet the one-to-one needs of stakeholders by facilitating training
in the homes of individuals. Speed, content, and delivery styles are tailored to meet the needs
of each learner and ensure maximum absorption of key concepts and information.

GROUP TRAINING: At times, individuals may benefit from group-led training to promote
collaborations and allow for meeting settings in the community. Palco will execute group
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training as applicable within the communities at locations such as the library, community
centers, and senior resource locations.

WEBINARS: Palco utilizes the GoTo Webinar training platform for the development and delivery
of all webinar-based training. The platform provides the Palco training department and staff
with several features and benefits that enhance the training experience including customizable
audience sizes, engaging polls and surveys, email integrations, reporting, and analytics. Training
registrations are tailored to specific topics and audiences. Additionally, the GoTo training suite’
includes access to a platform for the storage of video tutorials and a learning library. Live
trainings are recorded and stored for users to access later/time that is convenient to them.

To assist all program roles, Palco has developed several educational tools to assist in disseminating
information. We call our framework for this the “Self-Direction Tool Kit.” See Figure 33 for the tool
kit which has three (3) types of tools:

Main Tools

Specialty Tools

Extra Tools

Figure 33: Palco Self-Direction Tool Kit

Palco Self-Direction Tool Kit

The Palco self-directiontool kit is comprised of three differenttypes of tools. Eachtool provides the Support
Coordinator and Employer with program specific information and resources to help ensure the employer is successful.
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Main Tools are comprised of items that guide the framework and overall curriculum for training and
on self-direction. These items include:

Employer Manual - an introductory guide to the program, policies, procedures, and the mail
functions of being a self-directing employer. This is used for initial certifications and employer
changes. See Appendix 5 for an example.

_ Support Coordinator (Resource Consultant) Manual (Orientation and Skills Training
Guidebook) - an internal supplemental guide to the Employer Manual that the Support
Coordinator uses to guide the way they teach the information. It may be used as a script, if
needed, while support coordinators are learning to fine tune the details of their educational
rhetoric. See Appendix 5 for a Support Coordinator Manual example.

Support Coordinator (Resource Consultant) Administrative Handbook - a company
compliance and policies manual that covers the unique aspects of the position. Topics like time
management, home visit safety, strong documentation practices, and managing a caseload are
all covered. For an example of the Support Coordinator Administrative Handbook, see
Appendix 5.

Specialty Tools, or companion guides as they are often referred to, are used as needed to provide
support or enhance someone’s knowledge of the consumer-directed program based on a specific topic
area. These resources should provide the knowledge base for a Support Coordinator to provide 1-1
support to a Member/Employer of Record but also serve as a written resource to be provided via email
following the conclusion of a visit. Some of these specialty tools include:

EVV Companion Guide - includes all training resources, frequently asked questions, user
guides, and links to recorded videos to help ensure the Employer understands the requirements
to comply with the Electronic Visit Verification mandate and ensure they have everything
necessary to train their caregivers/workers to follow the mandate. (Sample of this companion
guide is included in Appendix 5)

Recruiting Companion Guide - includes resources and guidance on how to recruit and hire
qualified DCSWs. This resource includes information on writing a good job description, posting
a job ad, interviewing tips, checking references, and making an offer. It also provides an
overview of the steps to get enrolled with Palco and working with the Palco Enrollment team.
See Appendix 5 for an example.

Employee Management Companion Guide - provides an overview of typical tasks associated
with employee management and tips for being successful. Some of the topics include
performance reviews, training, scheduling, developing a corrective action plan, and terminating
a worker. An example of this can be found in Appendix 5.

Budget Management Companion Guide - provides a concise refresher of the budgeting plan,
what services are allowable, and the budget methodology information. For an example of the
Budget Management Companion Guide, see Appendix 5.
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Fraud, Waste, and Abuse Companion Guide - a reiteration of the employer manual covering
this essential information. Appendix 5 is an example of our Fraud, Waste, and Abuse
Companion Guide.

Program Compliance Companion Guide - covers all common program rules and policies that

are unique and critical to the West Virginia consumer-directed program. This tool is typically

used to address issues that come up with program compliance and corrective actions. We
— provided an example of the Program Compliance Guide as Appendix 5

Connect Reports Companion Guide - provides detailed instructions for employers to view
spending/utilization and payment details on-demand via the Palco time entry system, called
Connect. See Appendix 5 for our Connect Report Instructions.

Extra Tools are beneficial resources, not used as often or in every situation, but exist to provide
program members with the maximum amount of support and guidance. Some of these optional
templates include:

Payment Stub Companion Guide - a "how to read your paystub” resource for Workers. See
Appendix 5 for the Payment Stub Companion Guide example.

Health Care Emergency Card Template - for Members to document their personal health
information in case of an emergency. See Appendix 5 for an example.

Program Enrollment Process - an overview of how to enroll in the self-directed program.
(Sample of this excluded from APPENDIX 5)

Backup Care Quick Decision Tree - a resource to help plan for and document backup care if a
worker does not show or an emergency happens. For a Backup Care Decision Tree example, see
Appendix 5.

In addition to the tools mentioned above, we also provide these training resources:

Virtual Tutorials and Library. The Palco training library is comprised of a variety of topic-
focused information that is accessed on demand 24/7. Some videos are short in nature, covering
a very specific topic such as reading a paystub while others may be longer to cover a more
extensive process such as completing and submitting an entire enroliment packet.

CMP Sandbox Training Environment. A live CMP Sandbox training environment mirrors real -
life test scenarios and daily workflow processes. The sandbox version of our Case Management
Portal (CMP) updates with production upgrades and product releases so that the two
environments are synchronized. Palco’s professional trainers conduct engaging, hands-on
training using this sandbox environment to train dedicated State program staff as well as
members and their employees throughout the state of West Virginia. While leveraging expert
knowledge of adult learning theory, the features of CMP are demonstrated interactively. New
and existing users acclimate themselves to the CMP environment without the risk of harming
live production data.
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These training resources will be maintained collaboratively between the Palco West Virginia Agency
and our Leadership Team to ensure the resources contain the most up-to-date information. We believe
if we provide the resources, we can educate, inform, and assist in making the lives of consumer-
directed members a little bit easier.

v'4.2.1.140

Satisfaction Survey

Palco will work alongside the Agency to perfect and administer satisfaction surveys to all program
stakeholders on a schedule and format mutually agreed to. Palco will ensure results are compiled into
an annual report approved by the agency. We will collect information on the following topics for the
annual satisfaction survey:

Satisfaction with employer orientation and skills training, and any annual training(s).
Satisfaction with Palco Resource Consultant interactions.

Satisfaction with tools/resources provided by the Palco Resource Consultant.
Satisfaction with Employer responsibilities, including first payroll.

Confidence in Employer roles and responsibilities.

Any additional comments/requests for additional training or support.

Palco currently administers customer satisfaction surveys following interactions with staff. Beyond the
customer service team, feedback is also solicited following interactions with enrollment, program staff,
and resource consultant staff. All survey results are reviewed by the customer service team and senior
leadership through a quarterly and annual report. Should an individual request follow up regarding
their feedback, Customer Support management completes outreach and assists with a plan to remedy
any issues. Any themes in the data and areas for improvement will be identified and a plan of correction
will be established to improve the customer experience. Remedies like retraining, staff meetings,
security improvements, and resource development are all things Palco leadership can execute quickly.
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What are people saying about Palco?

Palco has always been
very helpful and has
always been able to
answer our gquestions

also very courteous and

t haven't had a fot of
interaction but the
interaction that i did
have has been great.
Definitely EXTREMELY
satisfied with the prompt,
actually early, payroll
paymentst Keep up the
good work.

April 4, 2023

%

b4

Participg nt/Members

Your customer service is ;
top notch. | have nothing Savai ;
but praise for your OH Rep for Palco. She
workers and complete responds very quickly to
satisfaction. | know that my emails, working hard
whatever my {ssue Is. 10 resolve any problems
they will do their best to | with our clients and/
address it. in a timely : or billing 1ssues, | really
professional manner appreciate her!

April 4, 2023

Employer of Record

9

April 4, 2023

2 PALCO

Annual satisfaction surveys demonstrate 98% satisfaction, with most respondents giving Palco a
100% performance rating across the board for customer service, accuracy in payroll processing, and

responsiveness.

palcofirst.com | 109



Section |

Project Goals and Proposed Approach

v4.2.1.142-4.2.1.144

Customer Support

CUSTOMER SUPPORT CENTER

Palco’s professional Customer Support team maintains a high fevel of performance and creates a great
customer service experience through effective training. We know that delivering positive experiences
matters. Onboarding and training of staff follows a vetted training schedule and curriculum checklist
to ensure every worker is educated on key concepts and program specifics vital to the success of their
position.

Upon award, Palco will establish a dedicated West Virginia-specific queue which will be operational
Monday through Friday from 8:00 am to 6:00 pm, EST exceeding requirements. Our voicemail system
will be active for after-hours. All calls, including any abandoned calls recorded, will be returned within
one (1) business day. Hold messages and prompts will share important program details and reminders
to help inform members/representatives and their DCSWs of key topics and reminders. Palco will
accommodate the need for interpreter and translation services through the use of our language line
resource later explained. We will ensure our customer services operation is compliant with all laws and
requirements as indicated by the Agency.

Our customer support center is staffed with local subject matter experts with an extensive program
background and operational understating. Training for customer support staff includes but is not
limited to:

Product and service knowledge, including an understanding of the consumer-directed service
delivery model's core principles, person-centered thinking, and program-specific policies.

Palco’s tools and how the information is connected across each tool, including Palco’s Case
Management Portal (CMP), Enrollment (Intake), Timesheets (Connect) CRM tool, and
AuthentiCare.

Communication Skills.
Soft skills.
Organization and time management.

Palco has an established Customer Support Center that effectively serves the diverse population of
Members/Representatives and their workers, in an efficient manner.

To maintain a person-centered approach, our Customer Support Center (call center) is staffed with live
representatives who have the skills needed to address concerns and provide a range of solutions or
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additional training. Technical assistance occurs via phone, voicemail, email, and chat features on social
media channels. Palco staff has developed trusting relationships with a wide range of
Members/Representatives, their workers, and other stakeholder groups, fostered over many years of
resolution by treating callers with courtesy and respect that reflect the principles of the department.

Providing culturally and linguistically competent customer support is an integral component of the
_philosophy of consumer-direction and the provision of consumer-directed_services. Palco invests
heavily in providing a variety of options to diverse populations of all ages with disabilities and chronic
conditions, especially when they are seeking information and assistance.

CUSTOMER SUPPORT
Palco will exceed the requirements outlined in the RFP by offering all the necessary Customer Support
services to provide support to program members.

We operate a TTY/TDD line and provide access to written and spoken translation and interpreter
services at no cost to the caller. Our Customer Support Center has Spanish speakers onsite and utilizes
a third-party service for all other languages. This service currently provides access to nearly 300
languages. Translation services are engaged through a warm transfer by calling Palco. Once we identify
that translation services are needed, we patch in the translator and remain on the line during the entire
call. This keeps the caller from having to make an additional call to access this service.

Information is available in alternate print formats (e.g., large print and Braille) and in languages other
than English. We also provide interpreter services (i.e.,, American Sign, and services for persons with
Limited English Proficiency), as needed.

We provide a greeting message and educational or informational messages approved by the State
while callers are on hold. We leverage this feature when rolling out new initiatives, system features, or
state policies to serve as a reminder to the caller.

We will maintain a program-specific website with helpful information for program stakeholders as well
as pertinent forms. This information is available 24/7 on our 508-compliant palcofirst.com site.
Our comprehensive customer support system includes the following:

Live staffing of a toll-free telephone system from 8:00 a.m. to 6:00 p.m. EST, Monday through
Friday, except on state and federal holidays. Ninety-five percent (95%) of calls will be live
answered.

24-hour dedicated toll-free phone number and toll-free fax machines with expandable capacity.
Operational TTY/TDD line, at no cost to the caller.

Access to written and spoken translation and interpreter services at no charge to the caller. Our
call center has Spanish-speakers on site and utilizes a third-party service for all other languages.
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State-of-the-art equipment to prevent bottlenecks in daily operations.
24-hour operational voice messaging system.

Mandatory reporting of fraud and abuse with a system and process for reporting critical
incidents.

IT infrastructure complete with a firewall appliance that keeps internal voice and data segregated
from external traffic through a DMZ.

Option for transfer to EVV vendor on ACD menu, as well as ability for live agents to transfer
callers to partner EVV vendor.

Palco’s Director of Customer Support currently has a staff of 13 Customer Service Representatives, one
(1) Team Lead and one (1) Supervisor who perform a variety of activities, such as receiving inbound
calls, placing outbound calls, training, assistance with consumer-directed program enrollment, and
other support activities. Our Director of Customer Support serves a core role in ensuring customer
service needs are met.

‘I would like to let you know what a pleasure it was to talk to Palco. | have been so
impressed with their attitudes, disposition, and obvious interest in my problems and
questions. Palco has gone way above and exponentially beyond in not only helping me to

correct and resolve issues. They always made sure that | completely understand what or
where the issue and/or confusion is, so whenever | am working on anything pertaining to
my situation with Palco, | can do said action in the future without making the same
mistake repeatedly."

-Linda S. from Colorado (Used with permission)

A NEw WAY TO GET IN TOUCH

The Paico Support Center is no longer the standard “call center” of old. Our new multichannel GoTo
Contact Center supports phone calls, SMS text messages, web chat, social media, and video. This
provides options for members to customize the way they receive support, via their preferred channel.
Our Contact Center makes it easy to meet the customers where they are and is cloud-hosted for
flexibility and ease of use.

Not only does our live GoTo chat feature create an easier contact method for customers, it also boosts
our customer service team’s productivity.
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FIVE BENEFITS OF GOTO CHAT:

Live chat saves customers the hassle of making a phone call.

o Some clients do not have time to get on the phone. Long wait times, confusing menu
navigation, disconnected calls, and sometimes even call transfers are needed.

o Email, the traditional alternative, can delay a response to time sensitive issues.
Live chat reduces repetition by creating a written record.
Live chat increases productivity, allowing Palco agents to multitask.

Clients can be more productive throughout their day. Rather than waiting on hold, unable to go
anywhere or complete other tasks, a client can leave the chat open in the background of the
computer or phone and go about their day.

The chat feature allows the live agent to turn the communication into a phone call if needed.

TOPICS OF CONVERSATION INCLUDE:

Timesheet status.
Enrollment update.

Electronic Visit Verification Support.

Live chat offers the best of both worlds, allowing clients to message with help agents in real time while
still going on about their day, unburdened by lengthy delays and complex telecommunication systems.

Live chat from GoTo allows Palco to engage in chat through SMS/MMS from a mobile phone, Webchat
message, or Facebook message.

ADDITIONAL FEATURES:

With the live chat feature, the Palco customer service agent can quickly transform a chat into a
phone call and can initiate a shared browser navigation with a customer if needed for extra
support.

A survey is added to the Palco chat queue to assess the experience that our customers are having
with our agents. This survey can be shared with a specific teammate or Palco leadership for quality
assurance.

STAFFING

Palco’s staff is what sets us apart from our competitors. We take the time to recruit the best candidates
for each position and invest resources in comprehensive training to provide the best outcomes for our
clients.
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We foster relationships with each of our partners and believe this is key to a program’s success. We
do this by always being accessible and engaging with our partners. Palco will designate a subject
matter expert, known as an Account Manager, to serve as a single point of contact for state personnel
and a liaison for technical assistance for department staff. This individual is dedicated solely to this
project, answering any questions, and addressing any issues in a timely manner. This contact is
available daily via email or phone, always giving the State a direct line to Palco. The Account Manager
is-available-to-theCustomer Support Team as well.

All Palco staff are required to undergo criminal background checks, Medicaid exclusion checks, and
other abuse registry checks upon hire. We conduct E-verify and other checks to ensure that all staff
are legally authorized to render services under applicable federal and state law and/or regulations. We
have the ability to bring in staff from other areas of the call center as needed. We will ensure that all
staff are cross-trained and can access all West Virginia-specific materials as needed to answer calls.

This strategy enables us to employ skilled staff who understand our expectations as opposed to
temporary staff who may otherwise be disengaged from our mission. We will submit our staffing plan
changes to the state annually and as necessary. Figure 35 below gives a visual representation of this
staffing via our Customer Support Center organizational chart.

Figure 35: Customer Support Organizational Chart

Director of D
Custonrer
Support

CUSTOMER SUPPORT
Organizational Chart
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DIRECTOR OF CUSTOMER SUPPORT

The Director of Customer Support is responsible for the overall operations of the call center and has
over 30 years of experience providing customer support services. The Director provides strong
leadership and oversees and determines key strategic direction and objectives of the Customer
Support team while driving necessary changes for the improvement of operating and organizational
efficiency. The Director of Customer Support reports directly to the Chief Operating Officer.

CUSTOMER SUPPORT SUPERVISOR

The Customer Support Supervisor is responsible for the day-to-day operations of the call center. The
Customer Support Supervisor plans, directs, manages, and evaluates subordinates’ performance while
developing and promoting productivity standards, ensuring customers receive prompt, high-level
professional and courteous service. It is essential for the supervisor to establish and maintain positive
relationships with customers through effective communication and conflict resolution methods. The
Customer Support Supervisor is responsible for establishing cooperative interdepartmental relations
and coordinating customer support activities with other internal functions. The Customer Support
Supervisor reports directly to the Director of Customer Support.

REMOTE CUSTOMER SERVICE REPRESENTATIVE (CSR 1/11/111)

A Home-Based Customer Service Representative is the primary customer facing Palco worker who
assists individuals with self-directing Medicaid services in the home as well as the workers serving
those self-direction members. The Customer Service Representative is knowledgeable of specific rules
and qualifications of the programs Palco supports. Using their knowledge of products or services, as
well as great customer service skills, the Representative promptly and accurately addresses issues and
provides support and information to ensure customer satisfaction. They also maintain extensive
knowledge of company systems and sensitive information/PHI handling procedures. Customer Service
Representatives are responsible for handling 20 — 40 inbound and outbound calls daily, with the ability
to determine needs and provide a one call resolution. This position requires the ability to work Monday
— Friday from 7:00 am — 6:30 pm CST. The Customer Support Representative reports to the Customer
Support Supervisor.

TEAM LEAD

This is the advanced grade in the Customer Support Representative staffing model and requires vast
customer support experience. Incumbents of the grade are typically assigned the more complex and
difficult customer support issues, are expected to work independently, and assume higher
responsibility for researching customer issues. Workers in this grade are also expected to provide
instruction/guidance/training to Customer Support Representative 1 & lls.
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CSR 111

This Senior Customer Support Representative position provides critical services to key business
associates, giving the utmost customer-focused assistance, and is a vital partner on our team.
Individuals in this position deliver specific delegated tasks assigned by a Customer Support Supervisor.
Incumbents of the grade are typically assigned the more complex and difficult customer support issues,
are expected to work independently, and assume higher responsibility for researching customer issues.
Workers_in_this_grade are-also-expected-to-provide instruction,-guidance,-and-training to Customer
Service Representative | & Ils. A senior representative performs research to respond to inquiries and
interprets policy provisions to determine the most effective response, and it provides tier Il support
to third party customers as defined in the contract.

CSR1I

This grade is normally filled by advancement from the Customer Service Representative | grade or
when filled by external hires, and it requires prior experience. A Customer Service Representative ||
works under general supervision and within the framework of established procedures and is expected
to perform a wide variety of customer support activities with limited instruction or assistance.
Individuals should exhibit adequate performance at this level, requiring a knowledge of departmental
procedures and precedents, and the ability to choose among alternatives in resolving customer issues.
They provide customer service training to new workers and have the ability to clearly explain
enrollment and payroll processing practices to customers. A Customer Service Representative Il is
expected to work productively even in the absence of a supervisor and analyze customer information
to determine needs while working towards a one-call resolution.

CSR1

This is the entry level grade in the Customer Support staffing model. This entry-level role provides a
strong foothold into our organization. Incumbents of this grade perform a range of customer support
work that does not require prior experience. Generally, additional assistance is required in performing
tasks. Individuals in this grade are expected to provide a basic level of support commensurate with
their knowledge, skills, and abilities. Customer Service Representative I's are normally considered to
be in training and as assigned responsibilities and breadth of knowledge increase with experience, it
may be reasonable to expect promotion to the next higher grade.
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v'4.2.1.145-4.2.1.149

Case Management Portal

CASE MANAGEMENT PORTAL 8 WEB-BASED SOLUTION—

Palco's Case Management Portal ® (CMP) is one reason we are the best FMS partner in the sector.
Palco's customizable cloud-based CMP is constructed from the backbone of 25 years of providing FMS
to the consumer-directed population. Our software solutions are tailored to this industry and can be
tailored to the specifications of the West Virginia programs. Our CMP streamlines enrollment,
service authorizations, EVV, payroll, claims processing, and reporting in one easy-access tool.

Our cloud-based system is built to make a complicated system simple with real-time reporting,
dashboards, and 24/7 access. Features work together to support all aspects of this RFP, including:

Cloud-based FMS system with real-time reporting, customizable dashboards, and 24/7 secure,
remote access. See Figure 36 below for a dashboard view.

Near-zero downtime (for system maintenance).*
Processing invoices and payments to vendors.
Applying different SUTA rates for each Worker, supporting individual tax rates.
Ability to support various budget allocation logic — monthly, daily, annual.
Ability to run frequent Medicaid eligibility checks on all members (active and inactive).
Processing payroll and vendor payment requests in accordance with the programmatic rules.
Ensuring that we are not billing the Agency in advance of participant-directed vendor services.
Reporting features:

o Ability to view paid and denied timesheets, and reasons for denial.

o Ability to view budget utilization by member.

o Ability to view historical (worker) payment details, including paystubs.

Our Case Management Portal (CMP) provides a comprehensive beginning-to-end detailed view of case
information. It is a significant part of the Palco solution, and we believe a brief introduction to the
CMP suite will provide a preliminary understanding to build upon throughout the rest of Palco’s
response. Palco offers customized dashboards for users of the online system to see reports upon login.
A sample dashboard is provided below.

4 Palco will notify the Agency within one (1) business day of becoming aware of any interruptions, delays, or errors
regarding the payroll process and payments to members’ vendors.
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Figure 36: Customizable Web Portal Dashboard
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The cloud-native Palco Case Management Portal serves as the multi-tenant repository for all program
participant-related data and program business rules. It contains various modules for case management
(records, member info), accounting (utilization, pay ledger/history, repository of pay rates and
employer cost rates, exemptions, tax rates, workers' comp, budgets), billing, enroliment, time entry,
and reporting. We have the capability to map user roles and permissions so that each user role (state
program staff, resource consultants, etc.) has a unique permission set, giving them access to the
information necessary to best support the self-direction programs in an efficient and successful
manner. See Figure 37.
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Figure 37: Palco Case Management Portal
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Palco developers provide cloud-based software with continuous delivery and an eye toward the user
experience, as well as solutions that are configurable with the ability to meet increased demand
(scalability). Palco has collaborated regularly with our state stakeholders to identify solutions that
benefit all users.
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Figure 38: Resource Consulting Organizational Chart
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Palco has a prescribed framework that includes initial education and outreach to meet and exceed
stakeholder needs. To summarize, Palco’s approach includes several key items that make up the recipe
for successful education and outreach. Within this high-touch model of person-centered education
and training, Palco has developed several tools to assist with the dissemination of information and
emphasizes our unique approach to education on self-direction.

Resource Consultants will:

Assist interested and eligible members and their employees to enroll in Personal Options,
including the completion and submission of Employer Enrollment and DCSW Employment and
Vendor and Service Provider Packets.

Input member and representative information into the web-based portal used by the agency for
project management and reporting when appropriate.

Conduct monthly phone calls to provide oversight and support.

Assisting members and representative-employers in developing and implementing their service
and spending plans.

Review and update their service/spending plans as appropriate.

Assist members and representative-employers as appropriate to ensure their DCSWs meet the
qualifications including background checks and training.

Assist members and representative-employers in recruiting and retaining qualified staff and
agencies.

Assist the program as a whole with maintaining an updated caregiver directory database
searchable by those in need of care.

Assist members and representative-employers with understanding DCSW benefits.

Conduct in-person visits at a minimum of every six (6) months for those who do not receive
Case Management services.

o Palco’s CMP can track and monitor the individuals who specifically meet the criteria for
requiring a home visit and ensure the frequency and duration of upcoming visits is
tracked and fulfilled.

Assist the member and representative with the purchasing of authorized goods and services.
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Monitor the members’ health and safety, documenting and reporting any incidents or issues.

Monitor and document members’ and representative-employers’ ability to self-direct and follow
the program policies and procedures.

Report and respond to all member and representative-employer complaints and or grievances
regarding the FMS and RC services.

Act as a mandatory reporter and report on all incidents including allegations of fraud,
suspected abuse, neglect, and exploitation.

Assist with-the members’ need-for reevaluations and assessments should a change in condition
constitute a possible need in level of care and service allocations.

Interact and collaborate with all program stakeholders including individuals with the Agency
division to ensure an efficient program operation.

Assist with the development and approval of all member and representative spending plans.
o See Section 4.2.1.8 on page 28 for more information on the Palco budget tool.

Review s\pending plan utilization with the member and representative-employer during monthly
phone calls and six (6) month visits as necessary.

Obtain and maintain notary public certifications.

Palco’s staff is what sets us apart from our competitors. We take the time to recruit the best candidates
for each position and invest resources in comprehensive training to provide the best outcomes for our
clients.

To best support all the new and existing members and workers on West Virginia’s Waiver Programs,
we will provide a person-center approach when it comes to staffing. This will allow our team of experts
to attend any in-person meetings with the Agency.

Palco’s dedicated in-state staff upon award of the contract will include three (3) FTE Supervisors. One
supervisor for each waiver — Aging and Disability, IDD, and TBI. Each Supervisor will oversee a team of
Resource Consulting Coordinators. Our Resource Consulting team will be comprised of program-
specific specialists and will be geographically located throughout West Virginia. No matter where the
Member/Employer of Record and their consumer-directing Workers are located, we have a friendly
Palco team member nearby ready to train, educate, and assist as needed.

The Resource Consulting Coordinator’s caseloads are based on geographic proximity to the member,
with the dedicated number of coordinators located in a vicinity based on how many members are in
that area of West Virginia. This local support allows for a person-centered approach and the ability to
meet with members in their home/community at a location of their choosing.
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In addition to our in-state staff, we will have dedicated West Virginia customer support and financial
management administration teams. Each team/department will be specifically trained in the West
Virginia Waiver program’s policies and procedures, quickly becoming subject matter experts.

Our Customer Support Center team will be comprised of a Customer Support Director, Customer
Support Supervisor, Team Lead, and Customer Support Representatives/Agents. For additional
Customer Support staffing details, please refer to Section 4.2.1.142-4.2.1.144 on page 110.

Palco will hire qualified and skilled individuals to fulfil the role of Resource Consultant and will provide
West Virginia stakeholders with the education and resources they need to be successful. During the
onboarding process, each Resource Consultant is assigned to their respective team as outlined above
and assigned a seasoned peer to act as their onboarding support. During the initial phase of their
employment, all RC staff will receive comprehensive training that is built upon practice-based learning
strategies like shadowing, partner activities, and independent activities with oversight. Resource
Consultants will receive regular monitoring and coaching to ensure they understand their roles and
responsibilities while learning to navigate difficult situations with confidence.

At a minimum, each Resource Consultant
will receive training on the following topics:

Palco company overview and
systems.

Consumer-Direction 101.

HIPAA, Privacy, and  Security
Training.

HR and timekeeping training.
Providing quality customer service.
Person-centered practices.
Documentation of service delivery.

Reporting critical incidents, fraud,
waste, and abuse ldentification and
reporting.

Electronic Visit Verification (EVV).
False Claims Act.

Program-specific details on
consumer-direction in the Personal Options program, ADW waiver, IDD waiver, and TBI waiver.

Palco recognizes that to best support, educate, and train Members/Employers of Record and fulfill the
requirements of this RFP, we need to have a fully staffed Resource Consultation team located
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throughout the state of West Virginia. During the implementation phase, we intend to hire enough
Resource Consultants to have a sufficient ratio of 100-1 or less to fully support our members and
efficiently deliver the needed services of this contract. In the Staffing Plan outlined in the section
above, we discussed having three regions — East, Middle and West. Upon award of the contract, we
will identify each region’s program population. Member count in each area will determine how many
Resource Consultants will be allocated to each region. We plan to monitor each Resource Consultant's
workload to make sure the ratio is sufficient. If additional Resource Consultants are needed, we plan
to recruit and hire additional staff to adjust the ratio accordingly.

To ensure Members/Employers of Record have access to ongoing support and ensure their questions
are always answered, the assigned Palco RC will complete a check-in with the Member/Representative
at least once per month via phone and in-person every six (6) months for those without case
management services.

During this contact, the RC will use a monitoring tool to collect information and document the
individual's self-direction needs and challenges and their ability to continue serving as an employer.

Some of the standard monitoring questions include:

Describe how the consumer-directed program meets your needs.

Are you experiencing any challenges with participating in this self-direction program? How can
| help?

Do you need help with anything else or have any unmet needs?
Have you used your backup worker? If yes, please describe.

Is there anything we need to discuss related to your role as an employer or your ability to
continue acting as an employer?

The documented responses and an overall summary of the monitoring visit will be captured and stored
within the Palco Case Management Portal (CMP). Professional users, like State and program staff will
have access to this information and contact notes on demand. See Figures 39 and 40.
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Figure 39: Admin Portal Support Coordination

Admin Portal

| € # & |Qhitps/emp palcafitst com

Make Chonges

1. Deacribe how the self-directed program iB meeting your needa.

2 Ame you expedencing any chalfenges with paricipating in eelf-directBon? How can § help?
O Yes ) No K yes, please describe.

3. Do you need help with anything else or have any unmet neads?

4. Have you used your bockup worker?
O Yes ) Mo I yes plegee describe.

5. Is there anything we need to discuss refated to your role as an employer or your aility to
coninue octing os ar employer?
QO Yes ) Ne I yes, please describe.

| |

palcofirst.com | 125



Figure 40: Admin Portal Outreach History
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In addition to the regular monitoring outlined above, the Resource Consultant stays in tune with the
Member’'s services and provides additional training and support as necessary. Should the Palco
Customer Support Center team or another department staff receive notification of a change in
circumstance, such as a change in employer authority, a change in budget or health conditions, or
DCSW turnover, a Resource Consultant will be deployed to assist.

During our monthly call and face-to-face visit every six (6) months, the Palco Resource Consultant will
assess the member’s health and welfare, document any regression identified in the Member’s mental,
physical, or social functioning, and provide support and guidance.

Should a situation arise where the Member's health, safety, or well-being is at risk, the Palco Resource
Consultant is deployed to provide intervention and support immediately. Being geographically located
within the community where the Member lives makes that possible. Supporting documentation is
collected and provided to State program staff to ensure issues are mitigated quickly.
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Palco will create and maintain a West Virginia-specific Operational Policy and Procedures Manual that
documents all policies, procedures, and processes for F/EA FMS tasks and requirements outlined in
this RFP. Our Operational Policy and Procedures Manual will include descriptions of processes and
related internal controls that are used to monitor performance of key F/EA FMS contract deliverables
and demonstrate a thorough understanding of Centers for Medicare & Medicaid Services (CMS),
Internal Revenue Service (IRS), U.S. Citizenship and Immigration Services (US CIS), and federal and
state Department of Labor (DOL) rules and regulations, as well as state and local tax rules and
regulations. The manual will include, at minimum:

Completion of employer enrollment paperwork.
Completion of DCSW enrollment paperwork.

Completion of employer enrollment activities, such as obtaining a FEIN and assigning
appointment of agent.

Completion of DCSW enrollment activities, such as background checks.

Completion of employer termination activities, such as revoking a FEIN and IRS and state
appointments of agent.

Timesheet review status, including following a timesheet life cycle from submission to payment.
Payroll payments made.

Other payments made, such as tax deposits and filings, garnishment payments, refunds to the
department, and any payments to vendors.

Bank activity, including payments and deposits.

Support Center activity, including call monitoring and metrics analysis by agent, call arrival
patterns and trend analysis, and satisfaction surveys.

Bill administrative fees only once per month for Waiver program members who are eligible to
receive Personal Care services. This is inclusive of Subagent-F/EA and RC services.

Our staff receives continuing education in accounting and law, subscribes to various industry
publications, and routinely participates in conferences with national experts to maintain and grow our
knowledge of industry practices and changes. The West Virginia F/EA FMS Policies and Procedures
Manual will be updated as best practices come to light or to accommodate changes in the program,
employment law, or tax codes. We will alert the Department in the event of any changes in these areas
and offer solutions for complying with the changes. At minimum, we renew our manual annually.
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Once approved, Palco will update the manual as needed, at least annually, and provide all updates to
the Agency for review and approval. The manual will be available in electronic format. All modifications
will be implemented within 10 days.

Palco’s internal controls ensure our staff uses, discloses, and safeguards Protected Health Information
(PHI) in compliance with the Privacy and Security Rules under the Health Insurance Portability and
Accountability Act (HIPAA) and Health Information Technology for Economic and Clinical Health Act
(HITECH) of 2009, as well as state laws, rules, and regulations. Disclosure of protected health
information by the workforce must comply with the requirements stated in the contract and/or
Business Associate Agreement under which Palco received the protected health information.

No subcontractors will be used for this project.

Palco has internal controls and policies and procedures in place that are designed to prevent, detect,
and report known or suspected fraud and abuse by members, workers, or any other party. Palco has
received recognition for its partnership with state agencies to detect, mitigate, and report fraud. We
have adequate staffing and resources to investigate unusual incidents and develop and implement
corrective action plans to assist us in preventing and detecting potential fraudulent and abusive
activities. Quarterly training focuses on preventing Medicaid fraud and educating staff on key areas,
such as the False Claims Act and mandatory reporter statutes.

We consider fraud prevention, education, and reporting one of our most important responsibilities. In
maintaining accountability, customer support, and excellence in all programs, we have made fraud
prevention a high priority. We utilize detection activity resources and tools from member education
and training to technological deterrents. For example, our CMP suite of services includes Connect, the
Palco time entry solution, which is integrated with Electronic Visit Verification (EVV) and ensures
mandatory time entry approvals by both Employers and Caregiver/workers before time is processed
for payment.
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We have established a tactical process to prevent, detect, and respond to fraudulent activities.

Training for Members/Employers of Record as well as DCSWs about the responsibilities of self-
direction.

Effective communication paths for reporting fraud.

Training for our own staff and program stakeholders on the roles and responsibilities of being
a mandated reporter.

Monitoring with internal controls and policies and procedures designed to prevent, detect, and.
report known or suspected fraud and abuse by Members/Employers of Record, Workers, or any
other party.

Investigation of fraud and financial abuse allegations in a timely manner, involving appropriate
members of our management and leadership team.

Palco maintains several channels for reporting any fraud or abuse including our customer
service toll-free line and a dedicated email box privacy@palcofirst.com.

o The privacy box is monitored by our Privacy and Security Officer. Any complaints or
reports of fraud, waste, and abuse are followed up on within one (1) business day
following the appropriate program and policies and procedures.

o Any reports are triggered to the necessary program account manager for follow up and
State notification.

According to the National Resource Center for Member-Directed Services (NRCPDS), “Research
indicates there is no increased risk of fraud within participant-directed programs. In both [self-
direction and traditional agency] services, quality management systems are used to prevent fraud.
Member direction is an efficient model in its own right: By directly linking services and support to each
person’s needs and preferences, it promotes expedient service delivery.” Even so, Palco remains fiscally
diligent to protect against waste and fraud and remains swift in every instance of abuse with
deterrence, detection, and response protocol.

Deterrence mechanisms include activities surrounding education, auditing, community engagement
(including education through orientation), enroliment education, periodic training, worker background
checks, and member resources. The West Virginia DCSW Employment Enroliment Packet will contain
an overview of the DCSW enrollment process, specifically the background checks and employment
eligibility requirements including barrier crimes, the Child Abuse and Neglect Central Registry, and the
federal List of Excluded Individuals and Entities (LEIE).

Detection Mechanisms are detection components to uncover fraud and misconduct. We know that
workers and employers aid by promoting an environment of accountability in their homes by keeping
a watchful eye for suspicious activity, and knowing how, and when, to report it. Time evaluations are
reviewed internally and externally and include pre-pay reports and a direct email sent to our Privacy
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Officer, provided for reporting concerns. All Palco workers remain vigilant and are provided fraud,
waste, and abuse training.

Palco responds to suspected fraud and reported misconduct with these Response Mechanisms. Once
a report is received, our executive team evaluates and immediately contacts local investigators, and if
required, outside counsel is retained. There is a referral sent to the state and/or federal fraud units
and corrective action includes self-reporting and a report of findings with outcomes included.

Palco has developed and implemented policies and procedures that emphasize the application of the
philosophy of member direction, and we foundationally believe in a culturally sensitive, person-
centered approach when providing every aspect of program services and supports. Palco continues to
employ a diverse group of people who receive training on person-centered philosophy. The
commitment to person-centered services is evident. A copy of a Fraud, Waste, and Abuse Companion
Guide is included as Appendix 5.

In addition, we have a website accessible to all that is kept up to date with program information and
forms. We will produce internal controls documented for our West Virginia-specific staff as well as a
Subagent-F/EA FMS Policies and Procedures Manual upon award to monitor the accuracy and currency
of the materials posted on the website and the effectiveness of the system. Our web portal (Connect),
as well as our web-based interactive payroll system, will be configured specifically for West Virginia
and maintained. Agency, members/representatives-employers, DCSWs, Resource Consultants, and
Case Managers (as applicable) will have access to all necessary information in real time, 24/7, to
monitor all spending and utilization related to DCSW payments and invoices.

Palco, Inc. will establish and maintain a separate accounting and information system for receiving and
disbursing funds, and for tracking transactions and budgets. We will establish separate bank accounts
for our administrative fees and for the sole purpose of receiving payments for member services. No
funds in either account will be comingled with any other funds, and funds will be used only as directed
under this RFP.

Our banking and accounting controls include the following, approved through a Board resolution®:

The owners of Palco are the only allowed signees on our bank account. All checks must be signed
by an owner of the company, who are both licensed Certified Public Accountants bound by
codes of professional ethics related to financial integrity.

Our financial institution has an exclusive list of pre-approved entities that can withdraw money
or debit funds from our accounts. Such entities include the IRS for tax payments, the MA Program,
and state tax authorities. Anyone not on this list cannot debit funds. Funds withdrawn must be

5 Palco is a member of ASC X12, the Accredited Standards Committee for EDI standards and XML schemas used in billing
processes. Our system meets the requirements of MMIS billing, including confidentiality and security.

palcofirst.com | 130



approved by the Board of Directors and may only be for program taxes and insurance. All bank
charges are absorbed by Palco.

Annually, we execute a notarized Memorandum of Understanding (MOU) with our financial
institution within 14 days of the contract award. This MOU establishes a clear understanding that
the account’s funds belong solely to the Medicaid beneficiaries, and creditors are not allowed to
encumber or acquire funds from this account.

Randomized time-sensitive passcodes are generated by our financial institution each time we
send a direct deposit file to prevent unauthorized access to funds.

“Proper segregation of duties is engaged through the payroll process with operations separated
from reconciliations, for example.

Palco follows Generally Accepted Accounting Principles (GAAP) in the use of a general ledger
and subsidiary accounts for handling of member funds. This creates an auditable system for
managing member’s spending plans, payroll processing, claims submission, and related
reporting.

Reconciliations are performed on a continual basis to ensure quality. Itincludes financial account
balancing, comparing data to ensure accuracy and completeness of transactions, and
investigating discrepancies.

We will receive funds with electronic funds transfer (EFT), and we will receive, disburse, and track
Medicaid and State funds as specified in the RFP. We will reimburse the State for any funds
remaining in the administrative or member services separate bank accounts on June 30 of each
State fiscal year.

Palco prepares and submits a bank account report, including a monthly reporting of bank
account activity, a summary of the month’s bank activity, reconciliation of the bank balance to
the General Ledger, and reconciliation of any amounts advanced to Palco.

Palco will absorb, at no additional cost to the Agency, all bank charges including monthly fees and
stop payment fees that were initiated by the contractor and will not reduce the balance of the separate
administrative bank account or reduce the balance of the member's self-directed budget. We will
withdraw from the separate administrative bank account all payments made by the Agency for the
Subagent-F/EA FMS administrative fees within seven (7) calendar days of receipt.

To ensure quality, we will review a billing sample on a quarterly basis and trace it through the
accounting system to payment and billing. Our banking and accounting controls include the following:

Proper segregation of duties is engaged through the payroll process with operations separated
from reconciliations, for example.

We will enroll required workers in the Agency's current Fiscal Agents System/MMIS prior to
their providing paid services. We will invoice for FEA and optional services only once for any
members who are dually enrolled in a waiver program and the TMH or Personal Care program.
If the Agency elects to utilize optional services, we will provide Resource Consultant services
directly and not subcontract with another entity to perform any of the Resource Consultant
tasks.

palcofirst.com | 131



Reconciliations are performed on a continual basis to ensure quality. It includes comparing
hours of services billed and paid, a review of items left to be paid, reviewing records for accuracy
and completeness, and investigating discrepancies.

Maintaining billing records for internal audit purposes that verify amounts of claims and
support claims.

Any remaining member funds will be returned to the State at the end of the fiscal year.

We provide an accountability system including quality indicators, performance metrics, and
methods for monitoring key indicators. .. ___ _ _—

Internal processes that ensure the proper function of all areas of operations, including Worker
eligibility and status, employment practices, tracking member’s budget funds and spending
plan activity, verifying accuracy of timesheets, ensuring payroll accuracy, monitoring billing and
claims submissions, and preventing, detecting, and reporting known or suspected incidents of
fraud and abuse.

For each activity, there are target objectives, risks, and related quality initiatives. Performance metrics
assigned to each key item provide a continual feedback loop for quality assurance and improvement.
Each time a payroll is complete, money received for payment of funds is reconciled to money paid out.
In addition, each month, the bank statement is reconciled to CMP. Regular reconciling of all funding
is critical to ensure that internal controls are performing properly, no fraudulent transactions have
occurred, and individuals are using their budgets appropriately.

We agree to be bound by the Service Level Agreement(s) (SLAs) provided by the State which will be
documented within our policy and procedure manual as well as completing all implementation
activities within three (3) months. We will work jointly with any subsequent Vendor upon expiration
and/or termination to supply historical Employer of Record and Employee information needed to
ensure a smooth transition of services during the integration period. Sample reports will be provided
to the Agency at least 30 calendar days prior to the Operations Start Date for the Agency review and
approval.
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QUALIFICATIONS AND EXPERIENCE

PROVIDE INFORMATION AND DOCUMENTATION REGARDING ITS QUALIFICATIONS AND EXPERIENCE IN PROVIDING
SERVICES OR SOLVING PROBLEMS SIMILAR TO THOSE REQUESTED IN THIS RFP. INFORMATION AND DOCUMENTATION
SHOULD INCLUDE, BUT iS NOT LIMITED TO, COPIES OF ANY STAFF CERTIFICATIONS OR DEGREES APPLICABLE TO THIS
PROJECT, PROPOSED STAFFING PLANS, DESCRIPTIONS OF PAST PROJECTS COMPLETED (DESCRIPTIONS SHOULD
INCLUDE THE LOCATION OF THE PROJECT, PROJECT MANAGER NAME AND CONTACT INFORMATION, TYPE OF PROJECT,
AND WHAT THE PROJECT GOALS AND OBJECTIVES WERE AND HOW THEY WERE MET), REFERENCES FOR PRIOR
PROJECTS, AND ANY OTHER INFORMATION THAT VENDOR DEEMS RELEVANT TO THE ITEMS IDENTIFIED AS DESIRABLE
OR MANDATORY BELOW.

v'4.5

Qualifications and Experience Generally

4.5.1.1 WORK PLAN
Objective:
v Palco will provide efficient and cost-effective F/EA FMS as a subagent to the Agency (the
Government F/EA FMS Agency).

v Palco’s systems, policies, procedures, and internal controls will respond to the Agency’s needs.

+ Throughout the life of the contract, adjustments will be made to respond to Agency needs or
changes in federal or state regulations.

Methodology:

v Sufficient staffing, as outline below.

+ Project plan high level Gantt Chart, attached in Appendix 2.

v Leveraging our experience and longevity in the industry, as described in Section 4.5.3.
v Utilize cutting-edge technology, as described in Section 4.2.1.
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The Palco Team:

Qualifications and Experience Information

To support the proposed project, the following Executive Leadership, Senior Management and
Operations staff will be devoted to this project:

Table 5: Palco's Proposed Project Team Members

Position Palco Personnel

Chief Executive Officer
Chief Financial Officer
Chief Operating Officer
Chief Technology Officer
Chief Information Officer

Senior Vice President, Product Management

Senior Director of Operations

Senior Director of Client Engagement
Project Manager

F/EA Director

Director of Customer Service

State Director of Resource Consulting Brokerage
Enrollment Services and Training Manager

Payroll and Invoice Payment Manager
Billing Manager

Alicia Paladino, MBA,.CPA, Esq. =
Larry Paladino, CPA

Mark Biviano

Jeff Leis

Mike Brower, MAcc

Cayle Cox, MBA

Kady Predota

Victoria Evans, DrPH

Amelia Weglewski, CPA (Interim)
Stephanie Gallagher

Toni Rose

Lexi Harris, MHA

Cody Waits

Taylor Johnson (Interim)

Paula Soll

Upon award, Palco will hire and assign the following staff to be dedicated solely to the West Virginia
Personal Options program and project. A Program Manager, an ADW Supervisor, an IDDW
Supervisor, a TBIW Supervisor, and a Personal Care Supervisor. All key positions will be filled by
individuals located in the state of West Virginia. To fulfill the roles in the interim, Palco has identified
already existing and qualified staff to assist in the start-up and implementation. Resumes as well as
degrees and certificates when applicable are included for your review within this document in
Appendix 8.

RESOURCE ALLOCATION AND TIMEFRAME:

Palco has developed a proposed Implementation Plan for the state of West Virginia to review. Palco is
prepared to execute start up in October of 2023 with an implementation of January 2024. This
Implementation Plan includes key personnel with experience with Financial Management Services
(FMS), including Executive Leadership, Project Management, Enroliment, Payroll, Customer Support,
and IT Development. Palco’s implementation plan includes the estimated hours for each activity/task
and who will be assigned to lead and complete the task for this project. A high-level Gantt Chart of
this project plan can be seen below in Figure 41 and in Appendix 2. Palco will customize the
implementation plan and schedule as well as dates upon award of the contract with input from the
Agency/BMS program staff to align our goals and schedule collectively.
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Figure 41: Implementation Plan Timeline
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4.5.7.1.1. ORGANIZATIONAL CHART

Figure 42: Palco Organizational Chart
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Resource Consultants

EXTERNAL CERTIFICATIONS
Palco’s team of qualified experts possesses a wide range of professional licenses, certifications,

education, and demonstrated experience that gives them the capability to provide you with the highest
grade of expertise. They are well versed in applicable FMS/Resource Consultation Brokerage service
delivery models and are vastly accustomed to familiarizing themselves with client and project-specific
needs and requirements.
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OUR EXPERTISE INCLUDES:

Certified Person-Centered Thinking Trainer.

Skilled Medicaid MMIS billing and claims team with over 40 years of experience.
Multiple Lean Six Sigma (yellow belt, green belt) certified IT team members.
Certified Scrum Master/Agile Certified.

Muitiple staff with advanced degrees (e.g., MBA-Accounting_Information Systems, MS-
Information Systems, MS-Information Technology, MS-Computer Science, MHA, MPH, DrPH,
ID).

Project Management Professional (PMP) Certified.
HIPAA Certified.

HITREC Certified.

Certified Public Accountants.

PROFESSIONAL MEMBERSHIPS

Arkansas Bar Association

Arkansas Society of Certified Public Accountants
American Institute of Certified Public Accountants
Applied Self-Direction

Accredited Standards Committee (ASC) X12

STAFFING PLAN

Upon contract award, Palco will hire and employ full-time employees for each key staff position in
West Virginia. These key staff members will be based in West Virginia and will be 100% dedicated to
the WV Personal Options Program. Employing local staff allows our key staff personnel to better
understand the diverse communities in which we support. This approach also allows us to develop a
closer and more meaningful relationship with our clients in West Virginia.

In addition to providing local support through our West Virginia-based key staff, we have also created
a dedicated transition team to oversee the overall transition in West Virginia specifically. This allows
us to ensure a seamless transition, immediately building relationships and foundations for providing
services in West Virginia. The transition team will include hiring and training local key staff members.
The team includes executive leadership, members of our operations team, subject matter experts, and
several other staff members, all of whom have extensive experience leading transitions and
implementations in other programs.
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STAFFING REQUIREMENTS
Upon contract award, Palco will be sure to have sufficient staff with the proper experience, skills, and

credentials as outlined in Section 4.5.1.2 of the RFP. This includes having our resource consulting staff
complete all federal and state background checks as required by West Virginia, as well as running
additional monthly checks to avoid having any personnel appear on any exclusion lists. These resource
consultants will meet the minimum qualifications outlined by the state of West Virginia in section 4.5
of the RFP.

To best support all the existing and new members and workers on West Virginia's waiver programs,
we will provide a person-center approach when it comes to staffing. Palco’s dedicated in-state staff
will include a Resource Consultant Lead and Account Manager. Each role will oversee their required
program functions in the waiver programs. Additionally, we will have in-state Resource Consultants
and Regional Managers geographically located throughout West Virginia. No matter where the
Member/Employer of Record and their consumer-directing Workers are located, we will have a friendly

Palco team member nearby ready to train, educate, and assist as needed.
Figure 43: West Virginia Regional Support

T Our Resource Consulting team
Prowdmg will be comprised of program-
Support : specific specialists in three (3)
Regionaliy _— :'g,;,, regions ~ North, South, and

East. Palco is happy to adjust
this approach upon guidance
from the State upon award.
Each region will have a
designated Regional Manager
or Supervisor that will report to
the State Director, and they will
oversee a team of Resource
Constants that will be assigned
a caseload. Caseloads are
based on geographic proximity
to the member, with the
dedicated number of Resource
Consultants in each region
determined by the number of
members in the region.
Typically, the Regional
Manager will assign a Resource
Consultant based on the zip code of both the Resource Consultant and the member. This local support
allows for a person-centered approach and the ability to meet with members in their home/community,
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at a location of their choosing. See Figure 43 above for Palco’s geographical regions and
organizational chart.

In addition, we will have a dedicated operations team that will work in conjunction with our West
Virginia in-state staff. Our operations team includes customer support and financial management
administration. These departments will be located in our main office in Little Rock, Arkansas and
throughout the country worklng remotely Each team/department WI” be specnflcally tralned on the

Our Customer Support Center team will include a Customer Support Director, Customer Support
Supervisor, Team Lead, and Customer Support Representatives/Agents. For additional Customer
Support staffing details, please refer to Section 4.2.1.142-4.2.1.144 on page 110.

The Financial Administration will be made up of West Virginia experts in Payroll, Billing, and
Tax/Accounting departments. Each department will have a dedicated manager that will oversee a team
of specialists to ensure payroll is processed and paid out correctly, taxes are withheld correctly, and if
any exemptions are applicable and billing reimbursement claims are being filed timely.

Role Minimum Full-Time Employees | Based in West Virginia?

Project Manager 1 Yes
Payroll and Invoice 1 Yes

Payment Manager
ADW Supervisor 1 Yes
IDDW Supervisor 1 Yes
1
1

TBIW Supervisor Yes
Personal Care Supervisor Yes
Resource Consultants 50 Yes

(1) Program Operations Staff
Amelia Barnes, CPA, Project Manager for West Virginia Programs (Interim)

Roles and Responsibilities. Amelia will fulfil the role of Data Analyst and Project Manager. She
creates and monitors reports for quality metrics and trends. She will oversee the implementation
of the project and ensure that we are meeting contract deliverables. Amelia also has experience
reviewing person-centered plans, consulting with community and health professionals,
comparing requested services to budgets, and issuing pre-authorizations, clarifications, or denials
of services. She reviews client interactions daily to find areas of improvement or clarification and
schedules appropriate resolutions and technical assistance.

Skillset. Amelia has been with Palco for more than five (5) years and has over 11 years of
accounting and payroll experience. She earned both her bachelor's and Master of Arts degrees in
accounting and is a Certified Public Accountant (CPA). In her tenure with Palco, Amelia has
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overseen the tax department, enrollment team, project management, and implementation teams.
Her vast experience in F/EA is unmatched by competitors and has brought her great success in
every role she fills. This includes leading and managing enrollment and disenroliment of members
and their representatives, developing/completing employer enroliment and worker and vendor
engagement packets, and implementing employer orientation and skills training for members
and representatives. Amelia understands the predecessors of the FMS business in a way that
others cannot compete with, ensuring she will lead a successful implementation like she has
several-times previously.-She has led several complex projects in-traditional-Medicaid-models-as—
well as Managed Care. Most recently, she led the implementation of more than 5,000 clients and
1,000 agency-based vendors into a new FMS and EVV solution in a 90-day period.

Upon award, Palco will ensure that key staff, as required by West Virginia BMS, are located in
the state of West Virginia and 100% dedicated to the WV Personal Options Program.

TBD, Project Manager for West Virginia Programs
¢ Roles and Responsibilities.

e Skillset.

Taylor Johnson, Payroll Manager (Interim & Supervisor)

Roles and Responsibilities. Taylor oversees the payroll and invoice payment process from
timesheet entry to payment. He is responsible for monitoring the influx of timesheets and
payment requests through EVV, online portal, fax, email, and assigning additional resources, if
needed, to meet the submission and payment deadlines. Armed with advanced technical
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knowledge, he shepherds information across the various systems to ensure that payroll is properly
generated, with all the various Federal and State tax and labor laws accounted for properly. Taylor
also pays invoices to service providers and participant-directed vendors, ensuring that backup
withholding is generated, if necessary. Taylor currently manages dozens of bank accounts and is
skilled in establishing separate bank accounts for each program and monitoring bank activity
through the help of the Palco Accounting Team. Taylor's processes are fortified with quality
control measures to not only ensure the accuracy of payroll and invoice payment, but to make
certain_we_have_supporting database_copies, files, and records_for audit_trail purposes. Lastly,
Taylor oversees the production of reports to members and government agencies, as required.

Skillset. Taylor has been with Palco for more than three (3) years, serving as the Payment Manager
for processing payroll. He attended the University of Central Arkansas, where he earned his
bachelor’'s degree. During his time with Palco, Taylor has overseen payroll for dozens of self-
direction programs, issuing several thousands of payments to both vendors and workers on a
weekly basis. Taylor has a keen eye for operational efficiency, consistently offering improvements
to benefit payment processing for the program as a whole.

Upon award, Palco will ensure that key staff, as required by West Virginia BMS, are located in

the state of West Virginia and 100% dedicated to the WV Personal Options Program.

TBD,

ADW Supervisor

Roles and Responsibilities. Upon award, Palco will hire a designated ADW Supervisor with at
least a bachelor’'s degree from an accredited four-year college or university and two (2) years of
experience working with members who are self-directing their services.

Skillset. Upon award, Palco will hire a designated ADW Supervisor with at least a bachelor’s
degree from an accredited four-year college or university and two (2) years of experience working
with members who are self-directing their services.

TBD, IDDW Supervisor

TBD,

Roles and Responsibilities. Upon award, Palco will hire a designated IDDW Supervisor with at
least a bachelor’s degree from an accredited four-year college or university and two (2) years of
experience working with members who are self-directing their services.

Skillset. Upon award, Palco will hire a designated IDDW Supervisor with at least a bachelor’s
degree from an accredited four-year college or university and two (2) years of experience working
with members who are self-directing their services.

TBIW Supervisor

Roles and Responsibilities. Upon award, Palco will hire a designated TBIW Supervisor with at
least a bachelor's degree from an accredited four-year college or university and two (2) years of
experience working with members who are self-directing their services. The TBIW Supervisor will
live in West Virginia.
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Skillset. Upon award, Palco will hire a designated TBIW Supervisor with at least a bachelor’s
degree from an accredited four-year college or university and two (2) years of experience working
with members who are self-directing their services. The TBIW Supervisor will live in West Virginia.

TBD, Personal/RC Care Supervisor

Lexi

Roles and Responsibilities. Upon award, Palco will hire a designated Personal Care Supervisor
with at least a bachelor’'s degree from an accredited four-year college or university and two (2)
years of experience working with members who are self-directing their services.

Skillset. Upon award, Palco will hire a designated Personal Care Supervisor with at least a
bachelor’'s degree from an accredited four-year college or university and two (2) years of
experience working with members who are self-directing their services.

Harris, MHA, State Director of Support Brokerage

Roles and Responsibilities. Lexi oversees 20 dedicated Enroliment/Support Coordinators. Lexi’s
responsibilities in West Virginia will include overseeing the initial implementation of Resource
Consultant recruitment, as well as hiring and training new team members on West Virginia‘s
program rules and procedures.

Skillset. Lexi has more than 20 years of experience serving vulnerable populations with 12 years
in self-direction working with programs across the country. Lexi earned a bachelor's degree in
sociology and a master’s degree in health care administration and gerontology. She has been
with Palco for more than two (2) years, working and assisting with different projects, including
but not limited to Spanish training for our members and the Support Coordination team to
support our Arkansas contract. Prior to joining Palco, Lexi worked at a competitor FMS
organization for 5 years, in the role of State Director overseeing a self-directed service model
assisting 10,000 members.

Roles and Responsibilities. Alicia has a unique and unparalleled approach to delivering F/EA
services, unbeatable by our competitors. Her approach focuses on the needs of the client and
then leverages technology and other operational efficiencies to achieve the needs of the client.
She leads with a hands-on approach to management and is involved in the overall day-to-day
operations. For West Virginia, Alicia lends her legal and accounting backgrounds to ensure
contract and legal compliance in all areas of company functions. She is available to West Virginia
stakeholders, not just during the contracting and implementation process, but all throughout the
life of the project to ensure the needs of the client are met in a way that protects the program.

Skillset. Alicia defines Palco’s vision of success, sets the overall company direction, and ensures
that all operations meet the company’s mission and objectives. For over 17 years, she has
established the efficiencies to help older adults and those with intellectual or physical disabilities
remain in their homes and communities. As a company strategist, she provides a steady hand in
the overall direction of the company, including offering new services, cutting edge technologies,
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and adjusting processes to accommodate industry changes. Alicia has an accounting degree from
Louisiana State University and a master’s in business administration and Juris Doctorate from the
University of Arkansas. She is a licensed attorney and a Certified Public Accountant (CPA). She is
an active member of the AICPA, the Arkansas Society of CPAs, and the Arkansas Bar Association.
In private practice, she specialized in tax and employment law, serving a variety of clients from
low-income taxpayers below the Federal Poverty Line to advising Fortune 500 companies in
complex labor and tax matters.

Larry Paladino, CPA, Chief Financial Officer

Roles and Responsibilities. Today, Palco relies on Larry daily for accounting expertise,
leadership, and overall guidance. He provides all oversight of the financial and reconciliatory
functions of program operations and ensures that financial aspects of program operations are
fully funded and handled responsibly. He is responsible for the preparation of corporate financial
records. Larry oversees the accounting team directly, ensuring that bank reconciliations are
performed timely and that all ledger activities are recorded properly. The accounting team
regularly tests internal controls over program operations through quality reviews. Lastly, Larry
personally checks all payroll tax returns such as 941 and W-2s.

Skillset. Larry is a CPA with over 40 years of experience in both the public and private accounting
sectors. He is an architectural leader in his practiced industries, to whom he selflessly offers his
expertise. Before there were structured self-direction programs, and associations, small business
owners like Larry helped shape the foundation and direction of Medicaid programs. In 1990,
Larry’s keen insight into accounting practices and his moral compass provided the foundation of
financial safeguards and protections to the FMS framework.

Mark Biviano, Chief Operating Officer

Roles and Responsibilities. Mark’s expertise with complex organizations and large-scale projects
continues to inform our choices at Palco today. For this contract, Mark will ensure that all program
requirements are completed prior to the operational start date and to the design that we
promised. During the delivery of services, Mark contributes to the development of overall
company direction and directs policies and procedures of daily operations to achieve those
objectives. He is committed to client satisfaction, instilling that philosophy in all areas of
operations, particularly the support offered by our operations staff. Mark is known for having a
direct relationship with clients, and our partners can rest assured that they always have access to
Palco executive leadership when the need arises.

Skillset. Mark delivers the leadership, management, and vision necessary to ensure that the
company has the proper operational controls, administrative and reporting procedures, and
systems in place to effectively grow the organization and to provide the strength and operational
efficiency. With a degree in finance, Mark joined Palco with over 30 years of information
technology service delivery and management experience at both Oracle and SAP. Here, Mark
served as an executive responsible for the delivery of cutting-edge technologies and ensuring
that solutions were implemented to meet client needs. Mark also has a decade of legislative
experience, where he served primarily in the health care space. During his legislative tenure, Mark
sponsored much-needed health care legislation designed to serve the neediest Arkansans.
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Jeff Leis, Chief Technology Officer
Roles and Responsibilities. Today, Jeff is responsible for integrating the business needs and
requirements into our technological stack. He oversees the technical design of solutions with a
philosophy of innovation and design of a configurable system to carry us and our clients into the
future. Jeff continually harnesses the latest technologies to meet client needs and ensures that
our development team delivers on requirements.

Skillset. For 13 years, Jeff has overseen the network administration, help desk and support
operations, development, testing, integration, and IT strategy of the organization. He lends his
years of expertise, as well as obtaining a bachelor's degree in computer science at the University
of Arkansas, to ensure that Palco is at the forefront of technological advances in the health care
industry. Prior to joining Palco, Jeff led a team of developers in the design and development of
medical billing software for an international company that is a leader in software development.
He was an executive member of a development and network team responsible for supporting

architectural services within Walmart International Headquarters.

Cayle Cox, MBA, Senior Vice President, Product Management
Roles and Responsibilities. Cayle will lead West Virginia's requirement gathering sessions,
document business requirements, and coordinate development resources to ensure this project
meets all defined requirements. Once the project is implemented, Cayle will continue to engage
with West Virginia stakeholders on a regular basis to ensure customer satisfaction with Palco's
products. He will also proactively look for opportunities to improve Palco’s products so West
Virginia can better meet the needs of its consumer-directed population.

Skillset. Cayle has over 15 years of leadership experience. As SVP, Cayle sets the short-term
priorities and long-term strategies for our products. Prior to joining Palco, he worked at FDGS in
various roles including Delivery Executive, Business Analyst Director, Project Manager, IT
Manager, and Globalization Lead. Cayle spent 8 years overseeing large scale and statewide
implementation of EVV solutions on behalf of a Fortune 500 company to meet the requirements
of the 21% Century Cures Act. Cayle is an expert in stakeholder engagement, client relations,
program management, operations management, and project delivery. He has a master's in
business administration, he is a certified Project Management Professional, and is ITIL certified.

Mike Brower, MAcc, Chief Information Officer

Roles and Responsibilities. Mike's department is responsible for maintaining Palco
infrastructure to support our transactions, provide disaster recovery, protect confidential
information, and deploy and maintain the Palco solutions. Mike monitors all quality controls,
privacy, and security measures in place to protect the infrastructure and integrity of the Palco
products. Mike is constantly focused on building efficient processes that allow our organization
to grow and meet the ever-changing landscape of Medicaid and self-directed service delivery.
Mike will ensure that deliverables are met and new features to serve West Virginia are delivered
as promised and on time.

Skillset. With nearly 30 years of experience in technology, Mike leads a team of in-house Palco
developers and software engineers with the development and integration of new software and
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technologies. He is committed to keeping staff in-house to develop Palco’s knowledge base,
understanding that practice is critical to building solutions. Mike has a master's degree in
accounting and information technology from one of the nation’s top accounting programs, and
his knowledge has proven invaluable to our unique F/EA business. As a Certified Scrum Master,
Mike actively drives the development life cycle, including requirements analysis, design, coding,
documentation, regression and quality testing, implementation, and support and delivery
functions. He works with internal and external users of the software to plan new software features.
Mike's regular-collaboration-with-Product Management-ensures-that-we deliver to our clients
what we promise.

Kady Predota, Senior Director of Operations, Chief Privacy Officer
Roles and Responsibilities. In addition to serving as a backup Contract Manager to Dr. Victoria
Evans, helping to assist in all aspects of the contract, Kady will provide her expertise in program
design and implementation to ensure all systems are configured properly, and she will work with
the state to develop relationships and coordinate planned enhancements. Under her leadership,
her team will develop the plan to communicate and engage program stakeholders to prepare for
a seamless transition, which Palco has executed without issue many times before.

Skillset. Kady has over 14 years of experience in self-direction, working with programs of all sizes
across the country and holds a bachelor's degree in human services from Metropolitan State
University of Denver. She began her career working as a case manager in an F/EA program to
improve the care of individuals with developmental disabilities. She is a nationally certified trainer
for Person-Centered Practices, training, and techniques. Her FMS experience includes
management of service delivery, billing, accounts payable, payroll, program transition,
implementation, and operations. Kady has extensive knowledge of self-direction and has guided
the growth of programs nationwide. She also led the implementation of EVV in multiple states to
ensure all the 21° Century Cures Act requirements were met, and that members, employers, and
workers were trained. Kady is an active, participating member on the National Center on
Advancing Person-Centered Practices and Systems (NCAPPS) self-direction learning collaborative
seeking to improve consumer-directed program initiatives on a national and local level. She is a
voice for industry best practices and guidance on the Applied Self-Direction (ASD) advisory board.
In addition to her role as Senior Director, Kady is the Chief Privacy Officer of Palco overseeing all
privacy and security initiatives and training requirements of staff.

Victoria Evans, DrPH, Senior Director of Client Engagement
Roles and Responsibilities. Victoria will serve as the Contract Manager in West Virginia. Here,
she will lend FMS experience including stakeholder engagement, client relations, operations
management, program policy expertise, program development, and implementation
management. Victoria will oversee Palco’s Resource Consultation Lead, Account Manager, and
Project Lead functions to ensure all program requirements are meeting expectations. She will
meet with the state regularly to develop the partnership and ensure quality is felt by every
professional and program stakeholder at every stage of the project. Program initiative and the
roll out of new features will be led by Victoria in a clear and organized manner. We will build
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trust and a fruitful relationship with BMS through her dedication to program excellence and
leadership.

Skillset. Victoria is a health policy professional with over 10 years of Medicaid policy and
programmatic experience, including six (6) years of experience with Home and Community-Based
Services (HCBS) and self-direction programs. She has served in both the public and private sector
in a variety of leadership, operations management, research, and policy development roles for
the Arkansas Department of Human Services and at private entities. She earned a bachelor's
‘degree in medical sociology at the University of Central Arkansas, a Master of Public Health
degree in epidemiology at the University of Arkansas for Medical Sciences, and a Doctor of Public
Health in public health leadership from the University of Arkansas for Medical Sciences’ Fay W.
Boozman College of Public Health.

Amelia Barnes, CPA, Senior Director of Project Management and Data Analyst

Roles and Responsibilities. Amelia will fulfil the role of Data Analyst and Project Manager. She
creates and monitors reports for quality metrics and trends. She will oversee the implementation
of the project and ensure that we are meeting contract deliverables. Amelia also has experience
reviewing person-centered plans, consulting with community and health professionals,
comparing requested services to budgets, and issuing pre-authorizations, clarifications, or denials
of services. She reviews client interactions daily to find areas of improvement or clarification and
schedules appropriate resolutions and technical assistance.

Skillset. Amelia has been with Palco for more than five (5) years and has over 11 years of
accounting and payroll experience. She earned both her bachelor's and Master of Arts degrees in
accounting and is a Certified Public Accountant (CPA). In her tenure with Palco, Amelia has
overseen the tax department, enrollment team, project management, and implementation teams.
Her vast experience in F/EA is unmatched by competitors and has brought her great success in
every role she fills. Amelia understands the predecessors of the FMS business in a way that others
cannot compete with, ensuring she will lead a successful implementation like she has several
times previously. She has led several complex projects in traditional Medicaid models as well as
Managed Care. Most recently, she led the implementation of more than 5,000 clients and 1,000
agency-based vendors into a new FMS and EVV solution in a 90-day period.

Stephanie Gallagher, F/EA Director

Roles and Responsibilities. Stephanie oversees both our processing and tax teams, processing
over $400 million in payroll and $100 million in vendor payments annually. Her tax team ensures
all IRS and state tax accounts are set up correctly in a dozen states, verifies the correct tax
amounts are being withheld, and processes all tax reports such as 941, 940, W-2, and 1099s. She
works hand-in-hand with our accounting team during internal audits to ensure taxes are being
filed timely and correctly. She also assists with financial reporting to support internal audits and
quality reviews to ensure full compliance with Generally Accepted Accounting Principles (GAAP)
ledger activity.

Skillset. Stephanie has over 15 years of experience in payroll and invoice payment processing,
specifically under the F/EA model. She is a Certified Payroll Professional through the American
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Payroll Association, the leading authority on all things payroll and W-2 processing. Stephanie’s
depth of experience in this industry, coupled with her education, makes her invaluable in
understanding the unique intricacies of an F/EA agent or subagent model and applying them on
a national level.

Paula Soll, Billing Manager

Roles and Responsibilities. Paula will lead the claims and billing team to fulfill West Virginia’s
program -requirements. She currently oversees Medicaid provider—enrollment and her team
conducts EDI eligibility checks on members and processes prior authorizations when applicable.
As a specialist in ANSI X12 requirements and West Virginia Companion Guides, 837 claims are
sent via EDI and reprocessed when denied, as applicable. Due to the diligence she has established
in her team and their processes, the Palco denial rate is less than 3%. All claims are processed
within 2 days.

Skillset. Paula has over 26 years of experience in Medicaid billing. As a Program Specialist/Claims
Examiner for the Montana Department of Health and Human Services, she assisted with
developing and coordinating a multi-state team on new Claims Module RFP and Data Governance
Module. In addition to her tenure at MDHHS, Paula spent 18 years at Xerox/Conduent/Cognizant,
where she worked as a Claims Supervisor and Business Analyst.

Toni Rose, Director of Customer Service

Roles and Responsibilities. Toni routinely performs quality assurance measures to monitor our
service level, taking care to exceed industry standards for caller hold times, speed-to-answer
metrics, and call handle/resolution times. She also develops work shift schedules considering
historical reports in compliance with the current programs to obtain optimum staff utilization.
The current team is built with a multi-level hierarchy who all perform a variety of activities, such
as receiving inbound calls, placing outbound calls, training, assistance with consumer-directed
program enrollment, and other support activities. She delivers results on foundation needs,
meeting service levels and delivering excellent quality.

Skillset. Toni has over 30 years of customer service experience within the telecommunications,
health care, and financial management sectors. She attended the University of Arkansas at Little
Rock with a focus on business/accounting. She is certified in Lean Six Transformation training and
can develop her team in leadership skills and essentials. Her team is led with the ability to foster
continuous improvement of the call center, analyzing issues, problem solving, and cultivating a
culture where everyone’s job is to improve their own performance.

Cody Waits, Enroliment Services and Training Manager
Roles and Responsibilities. Cody monitors and oversees the enroliment of members/employers
and DCSWs for this program. He ensures that paperwork is completed timely and accurately, all
required background checks are run on workers, and that the employer is properly enrolled with
the IRS and West Virginia. Cody is also responsible for establishing accounts for which Palco tax
staff will deposit and remit payroll taxes. He routinely presents webinars and training for state
and agency personnel on program operations.
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Skillset. Cody attended Harding University, receiving a Bachelor of Arts degree in public relations.
He initially joined Palco as an account manager, dedicated to meeting the needs of a statewide
client, as well as dozens of case management agencies. During his time as account manager, he
came to understand how critical training and enrollment are for most clients. He saw how
enrollment can be a pain point for many new users and continually offered suggestions for
improvement. He was so successful in his role that he was promoted to the enrollment services
and training manager, harnessing his client relations knowledge to ensure that our enroliment is
efficient-and easy to-use;-and-that-our training-is designed to reach-everyone.
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For 25 years, Palco has
played a critical role in
fostering self-directed
programs for thousands
of older adults and
individuals with physical,
~intellectual, ~ and
developmental

disabilities, and traumatic
brain injury and their
representatives.

Each member of the Palco
Team has at least five (5)
years of F/EA FMS
experience. As you will
find, most of our staff are
National and State
Program Subject Matter
Experts on self-direction
- and we will leverage
that  knowledge and
historic perspective for
West Virginia programs.

Palco’s leadership is
active in the day-to-day
operation of the
company. We are

dedicated partners who
value stakeholder
involvement in our
operations. Our team has
an excellent mix of
accounting, law,
communications,

Figure 44: Palco Account Managers

Palco Account Managers

Luis Barraza
luis. barraza@palcofirst.com

~ Medium size program
management

« Coordination and integration
with Support Brokerage

« EVV implementation with 100%
program compliance
« KP tracking and reparting

Heather Nash
heather.nash@palcofirst.com

+ Management of multiple
medium and small programs

» EVV implementation

» Unique programs including
respite, children with complex
medical needs, and Medicaid
buy-in

Luis Barraza
luis.barraza@palcofirst.com

« Close program management

Nicole Arens
nicole.arens@palcofirst.com

» Medium size program
management

* Policy and Collaborative
Stakeholder engagement expert

« EVV implementation

» Paid Family Leave and sick time
implementation

* Ongoing FMS transfer
management and data
exchange management

Heather Nash
heather.nash@palcofirst.com

+ Management of multiple
medium and smalt programs

» EVVimplementation

* Unique programs including
respite, children with complex
medical needs, and Medicaid
buy-in

erience Information:

PALCO

Savanna Gentry
savanna.gentry@palcofirst.com

= Medium size program
management

+ FMS provider transition and
program implernentation

= Custom application integrations
repoit

= Oversight of a program
experiencing tremendous growth

Jim Brannen
Jjim.brannen@palcofirst.com

« Large multi-waiver program
management

+ State and Managed Care
delivery mode! experience

« EVVimpfementation

+ FMS provider transition and
program implementation

* Vendor and service agency
program integration

Logan Smith

logan.smith@palcofirst.com

= Large multi-waiver program

and improvement projects with

the local AAA and VA
= 1-1 support for vetaran families

in need

= Multi-state veteran initiatives

management

« EVV implementation

» Pay and Chase annual project

« Complex enroliment

background check oversight

« Facilitation of goods purchasing

organizational and project management, IT and software development, and process engineering
knowledge that brings synergy to our operations.
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More information about Palco’s experience and past performance, including a narrative that
demonstrates our experience in providing F/EA FMS services, as the subagent to a government or
Vendor F/EA FMS and providing optional RC services, has considered all the requirements, and
developed an approach that will support the continued successful implementation of self-
directed services in West Virginia, is included below.
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REFERENCE ONE:

Ohio Elderly Services Program
Council on Aging of Southwestern Ohio
Monica Schulze

Business Relations Partner

513.746.2088

mschulze@help4seniors.org

Length of time services provided: 2021-Current

Services Provided: Vendor F/EA, Call Center, Billing, Claims & Payroll Processing, Application
Integrations

Level of satisfaction: (3) Very Satisfied

Quote: “The Council on Aging (COA) in Southwestern Ohio has been working with Palco, as of
December 2021, as a fiscal intermediary services provider for our consumer directed care clients in our
Elderly Service Program (ESP). Based on our partnership and experience working with the Palco team
we highly recommend the services of Palco.”

REFERENCE TWO:

Arkansas Department of Human Services

Independent Choices

Sarah Schmidt

Deputy Director

Division of Provider Services and Quality Assurance

P.O. Box 8059, Slot S427 Little Rock, AR 72203

501.320.6555

sarah.schmidt@dhs.arkansas.gov

Length of time of services provided: 1999 - Current

Services Provided: Vendor F/EA, Call Center, Billing, Claims & Payroll Processing, Support
Coordination

Level of satisfaction: (3) Very Satisfied

Quote: “Palco In. has been a contracted vendor of DPSQA for financial management for approximately
24 years and for counseling services approximately nine years. | can also verify that there are currently
no negative contract actions such as corrective action plans or vendor performance reports.”
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REFERENCE THREE:

Kansas Sunflower Health Plans

Stephanie Rasmussen

Vice President of Long-Term Services and Supports

8325 Lenexa Dr. Lenexa, KS 66214

785.218.9391

srasmussen@sunflowerhealthplan.com

Length of time of services provided: 2019 — Current

Services Provided: Vendor F/EA, Call Center, Billing, Claims & Payroll Processing, Training, EVV
Level of Satisfaction: (3) Very Satisfied

Quote: “Our clients and staff have been very satisfied with the services provided by Palco and enjoy
working with key staff within Palco. The partnership between our offices has produced positive
advances for our clients and overall improvements to the health of the program. | would recommend
the services of Palco, Inc.”
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Exceeding Mandatory
Qualification/Experience Requirements

More than 5 years of FMS Experience.

More than 5 years of Support Brokerage Experience.

Serve programs larger than the West Virginia program.

OUR APPROACH 8 EXPERIENCE

Palco is the only FMS in the industry whose ownership is 100% Certified Public Accountant owned and
primarily women-owned and operated. For 25 years, Palco has offered F/EA services to large, statewide
programs and has supplemented that service with Support Brokerage for the last 10 years. As CPAs,

we take financial and tax reporting seriously. We are proud to have laid the foundation for the F/EA
practices still used by the industry today.
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»PALCO

0 U R Empowering Independence.
Sharpened by experience and amplified

M ISS I 0 N by modern technology, Palco advocates
for people to live independent lives.

WHO WE ARE

|_||IJ

PIONEERS OUR HOME TAX FOUNDATION
We were the first FMS provider Our headguarters are where you Palco’s ownership is 100% CPA
in the country nearly 25 years are. We serve a nation-wide client owned and has over 50 years of
ago and have helped influence base providing tools and solutions public accounting experience.
and grow the self-directed right where you are.

landscape to what it is today.

palcofirst.com | 154



Our mission is to empower
independence. We take
great care to hire top talent
to achieve that mission. We
invest heavily in cutting-
edge systems that focus on
how to connect users to
information as simply as
possible.  Our  business
intelligence  system is
unique to this industry and
remains in the capable
hands of our in-house
development team.
Customer experience is at
our core. We offer
personalized support
through a person-centered
call center that has proven
metrics of satisfaction. We
strive to streamline
processes for Members or
Representative-Employers
and their DCSWs - all while
remaining flexible  with
ongoing industry changes.
However, we never put
efficiency over empathy.
Because of this
commitment, our
reputation is one based on
trust and integrity.

I
1 Exp ﬁ:enc ?-fﬁ@ﬁm" tion.

ey Pl

CORE
VALUES

INDEPENDENCE

Empowering people to live
independent and quality lives
through original ideas and tools that
solve problems.

INNOVATION

Our all-encompassing toals
revolutionize self-direction,
providing solutions 1o business
problems through modern
technology.

EXPERTISE

A quarter of a century providing
financial management services with
unmatched industry experience.

TRUST

Palco leadership strives for long-
lasting partnerships forged

from integrity, accessibility, and
commitment to client achievement.

DIVERSITY

Our experience spans a variety
of health and human services
contracts. Qur business practices
honor diverse individuals and
perspectives.

ADVOCACY

Advocating for industry best
practices and incorporating
feedback from end users to ensure
stakeholders at all levels of the
service continuum get the resources
deserved.

In every service we provide and all programs we serve, we value our partnerships with state and local
agencies, and take the utmost care in following and applying state regulations and program policy.
Partners that have capitalized on our expertise have seen their programs run efficiently and cost-
effectively. With Palco, you benefit from a seasoned and established partnership dedicated to

providing innovation in F/EA and support brokerage.
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Figure 45: Palco Partner States

New
Arkansas Colorado Kansas Mexico Nevada Ohio Pennsylvania

ANLEOM S

Est. 1999 Est. 2019 Est. 2019 Est. 2020 Est. 2013 Est. 2022 Est. 2018

Arkansas Self-Directed Program Arkansas
Arkansas Department of Human Services

Division of Provider Services and Quality Assurance
Sarah Schmidt, Deputy Director

P.O. Box 8059, Slot S427

Little Rock, AR 72203

501.320.6555

sarah.schmidt@dhs.arkansas.gov

Current Participants
Dates of Performance: 1999 — current Served: 2,400

Services Provided: VF/EA services, in-home supports counseling for self-direction, employer and
budget authority, F/EA and backup plan training, call center support, reporting, billing and claims
processing, self-directed software solutions and other financial management services, CMP web portal
services, online enroliment (Intake), electronic timesheet processing (Connect), individualized EVV
technical support for program participants.

Target Population Served: Aging adults and Adults with physical disabilities.

Program Description:

In 1999, Arkansas was chosen to pilot self-direction on a statewide level through the Robert Wood
Johnson Foundation. Palco, a Certified Public Accounting firm, was hired in the early days as a
consultant to the State and its prime contractor. Palco’s experienced tax professionals recommended
using Section 3504 of the Internal Revenue Code as a vehicle for program operations. With that, the
role of the fiscal/employer agent was born. We were soon hired as the payroll processor and tax
reporting subagent for the prime contractor.

As the program grew, so did its successes. IndependentChoices gained national attention, and industry
experts turned to Palco for developing the fiscal landscape for self-direction best practices. In 2001,
we were asked to step into the role of the general contractor, assuming all VF/EA functions, including
operating a toll-free call center, performing enroliment activities, monitoring spending, issuing
reports, and much more.
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The stabilization under our leadership allowed the state to offer the pilot program statewide. Over the
next five years, IndependentChoices grew from just a few hundred participants to nearly 5,000 self-
directing members participating in multiple waivers and state plan services. During this time, we also
worked on other State initiatives, including two multi-year grant-funded projects with Area Agencies
on Aging and the DHS Division of Developmental Disability Services. We achieved many firsts in
Arkansas that have been replicated nationally — including the first to pioneer individualized SUTA
reporting via aggregate filiné and the first to convert all payments to ACH.

In 2013, we began providing support brokerage to the 5,000 program participants. This included in-
home training, education, and technical assistance on the rights, risks, and responsibilities of
participating in self-direction, how to engage in both budget and employer authority, backup plan
development, and fraud and abuse training. Palco was selected because of our positive track record,
skill, and trustworthiness with program execution.

Since taking over support brokerage functions, we have seen improved programmatic compliance,
utilization of tools that strengthen an individual's ability to direct their care, and overall enhanced
participant satisfaction. Each year, we survey both participants and caregivers/workers and are
consistently given a 98% satisfaction rating for our VF/EA and in-home skills training services. We
currently have over 25 support brokers on staff located strategically throughout the state of Arkansas
to assist individuals with managing their budget, complying with EVV, locating, and retaining
caregivers, and more.

Through COVID and the concurrent implementation of EVV, our support brokers were instrumental in
assisting the population transitioning to the State’s chosen EVV vendor. We currently have a 99.75%
participation and compliance with EVV rate, which has considerably helped the State with its federal
match.

Arkansas has benefitted from having Palco as the statewide VF/EA and Support Broker vendor for more
than 20 years, as we ensure uniformity in reporting and streamlined practices. Moreover, the
operational backbone we created and refined has become the model for other states’ programs. Palco’s
expertise in the storage, compilation, and organization of data in a way that assists program developers
and decision-makers is widely recognized as VF/EA best practices in self-directed programs across the
country. Our impeccable record and performance have earned us invitations to present nationally on
the topic of self-direction to other states interested in implementing similar programs.

In the last two decades of working with the program, we have watched the program improve under
our leadership in partnership with the Arkansas Department of Human Services. We have been faced
with and adapted to a variety of changes, including consolidation and implementation of various
waivers; significant program growth in short periods; changes in State software and billing systems;
modifications in the statewide delivery system of home and community-based services and supports;
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various industry changes, such as IRS changes in reporting, forms, and procedures and Department of
Labor overtime and wage reporting changes; overhauls in program policies; implementation of Palco’s
online self-service .portals statewide; and more.

Though the Arkansas program is fee-for-service, it is structured in a way that encompasses both invoice
and 837 billing in a capitation model similar to Managed Care. Over the years, the program has
undergone several structural renovations, and Palco has assisted the State in those moves each time,
without unnecessary change orders.

FDGS was chosen as the Statewide EVV vendor, and Palco was able to quickly adapt current practices
with FDGS (as our own vendor) to fit into the State-controlled EVV model. This included aggregation
of claims to provide an EVV-compliant solution for the Arkansas self-direction program, meeting the
requirements of the 21* Century Cures Act. We have also successfully implemented new state laws on
caregiver drug screens and background checks that encompass national provider identification number
metrics.

Palco is proud to have pioneered self-direction, which has helped so many in Arkansas and across the
country. We currently serve over 2,400 Arkansas self-direction participants and provide payroll services
to approximately 3,400 Arkansas self-directed caregiver/workers. At the peak, this program served
over 5,000 self-directing participants, all counseled and supported by the Palco team. The program
has seen a decrease in size over the last three years due to state policy decisions and waiver changes,
but the Palco standard of service has remained the same.

Implementing EVV with a self-direction population requires patience, intensive training efforts, and
exemplary customer support. During the height of the COVID pandemic, we partnered closely with the
Arkansas Department of Human Services to transition 2,842 program Participants/Designated
Employers and 3,559 self-directing Workers to a service delivery model that included Electronic Visit
Verification. Our Customer Support Center fielded 50,737 calls over the course of six (6) months,
helping to ease anxiety and the fear of change experienced by many participants and their workers. In
addition, our Support Coordination field staff and Customer Support staff participated in hundreds (if
not thousands) of individual support calls with program participants during this transition to EVV. Our
collective efforts enabled the State to implement EVV as seamlessly as possible.

During the planning and implementation of the American Rescue Plan Act (ARPA) funds distribution,
Palco worked closely with the Arkansas Department of Human Services as well as stakeholder
organizations that work with the elderly, direct care workers, and disability rights organizations to
ensure the funds were disbursed equitably and in a timely fashion that benefited all stakeholders.
Regular meetings were facilitated where Palco provided comments and suggested plans to support
the disbursement of the funds. The money was ultimately delivered to stakeholders to provide
incentives to the direct care workforce for retention and hiring bonuses that will last through 2024.
Palco was proud to be a part of the initiative that ensured the self-directed caregiver workforce was
included in the payouts and recognized for their commitment as well.
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Colorado CDASS Program CO'OradO

Colorado Department of Health Care Policy & Financing
Office of Community Living

Erin Thatcher

Member Directed Program Policy Supervisor

1570 Grant Street .
Denver, CO 80203-1818
303.866.3641

erin.thatcher@state.co.us Current Participants
Served: 800

Dates of Performance: 2019 - current

Services Provided: F/EA services, budget authority training, call center support, reporting, Medicaid
billing and claims processing, background checks, timesheet processing, online enroliment (Intake),
electronic timesheet processing (Connect), CMP web portal services, web-based training, workers’
compensation, EVV, prior authorizations, paid time off, Family Medical Leave.

Target Population Served: Elderly, Blind and Disabled Waiver, Brian Injury Waiver, Mental Health
Services Waiver, Spinal Cord Injury Waiver and Supported Living Services Waiver (intellectual and
developmental disabilities)

Program Description:

In 2019, Palco began providing F/EA services for the Consumer Directed Attendant Support Services
(CDASS) program administered by the Colorado Department of Health Care Policy and Financing. The
CDASS program gives participants the ability to direct and manage their workers who provide personal
care, homemaker, and health maintenance services, rather than working through an agency. We are
currently serving approximately 800 Colorado participants and providing payroll services to 2,300
Colorado self-directed workers. In addition, we provide an independent, compliant EVV solution,
supplemented with data aggregation, to the self-directing members in an 837-billing model that
interfaces seamlessly with the state MMIS billing services and statewide EVV Aggregator across 5
different waivers.

We work closely with Case Managers and Case Management Agencies on the prior authorization of
services. Case Managers utilize our budgeting tool, which includes a Prior Authorization worksheet
designed to match the fee-for-service algorithms, and our Case Management Portal to establish a prior
authorization request for MMIS. The CDASS budget calculator is a good example of how we can
accommodate a sophisticated task-and-hours setup to determine budget allocations including daily
rates that compute into a monthly and annual allocation.

In early 2021, an FMS vendor abruptly left the state of Colorado. Given our partnership, the State chose
Palco over another vendor present in the State to transition the participants and workers in just three
palcofirst.com | 159



months' time. We worked closely with the exiting vendor and State program staff to transition
historical program data, performing multiple quality reviews to ensure accuracy for payroll, budget,
and tax reporting purposes. During this transition, Palco encountered a bifurcated tax year and was
successful exchanging data, providing positive web-based training on our systems, and obtaining
optimistic enrollment statistics, and we can proudly say that no individual experienced a gap in service.

EVV was implemented for CDASS at the end of 2019 with a complex group of outspoken stakeholders.
We worked closely with the State to navigate the complex landscape and provide additional training
and educational materials for participants/employers. During the implementation of EVV, leadership
participated in several policy workgroups and discussions around the development of an EVV Live-In
Exemption process and an EVV Compliance protocol. These unique qualities set apart the approach to
EVV that Colorado has taken compared to many other programs nationally. Our experience with these
program qualities has been beneficial to our partnerships with other states who are still navigating the
full spectrum of what EVV in self-direction looks like.

Colorado has an ever-changing employment law landscape, and Palco is there every step of the way.
In 2022, we implemented Paid Time Off (PTO) and paid Family Medical Leave (FML) wages for workers,
as part of two new State laws. Palco’s Case Management Portal provides state and case management
staff visibility of PTO and FML accruals and utilization. As a growing national trend, we have built this
component of our system to be customizable and easily implemented for other states as new policy is
implemented. We have also proven skillful in our work with county-based local taxes and varying city
or county minimum wages across the State. With each change, we work with HCPF and the members
to provide the best online user interfaces and training solutions.

Since our inception of services in Colorado, Palco has received the highest FMS customer
satisfaction rating year over year. Compared to the other FMS vendor operating in this state for
these programs, Palco continues to see a higher percentage of respondents rating us with a “5” on a
Likert scale where 5 is the highest score possible.
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Figure 46: Satisfaction Ratings Summary All FMSs

Satisfaction Ratings Summary all FMSs

Palco PPL Al

Number of surveys mailed 670 3061 3731
Number of surveys returned’ 124 488 612
Return Rate 18.5% 15.9% 16.4%
% of Answers with highest rating value of 5 62.3% 57.3% 58.3%
My overall satisfaction with my FMS can be

described as {average rating, question 6) s el 437
Overall weighted average (questions 2-6) 4.36 4.30 4.32

Between 9/1/21 - present, we have worked closely with HCPF staff, the CDASS training and operations
vendor, Case Managers, and Case Management Agencies on five (5) rate revisions, one (1) statewide
minimum wage project, and one (1) city-specific minimum wage project. Throughout our contract, we
have participated in numerous policy workgroups, including a background check workgroup, rate
change workgroup, EVV compliance protocol workgroup, as well as monthly meetings for the
Participant-Directed Programs and Policy Collaborative (PDPPC). Our collaboration with the training
vendor remains ongoing as we continue to develop content and participate in workshops that help
educate self-directing stakeholders about key topics such as taxes, employer responsibilities, and best
practices with recruiting and hiring.

Annually, our enroliment department completes a project to recertify each CDASS Attendant’s live-in
exemption status, which determines whether an Attendant is required to use EVV during the upcoming
fiscal year. Every attendant seeking the exemption status must reapply. Palco can handle these large-
scale and attention-focused projects with ease through our advanced operational guidelines.

We continue to work closely with FDGS to provide an EVV-compliant solution for the CDASS program,
meeting the requirements of the 21 Century Cures Act. We also work closely with Sandata, integrating
our EVV and billing software with the EVV aggregator for the state of Colorado.
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Kansas WORK Program Kansas
Kansas Sunflower Health Plans

Stephanie Rasmussen

Vice President of Long-Term Services and Supports
8325 Lenexa Dr.

Lenexa, KS 66214

785.218.9391

srasmussen@sunflowerhealthplan.com Current Participants
Served: 110

Dates of Performance: 2019 — current

Services Provided: F/EA services, employer, and budget authority training, call center support,
reporting, Medicaid billing, online enroliment (Intake), electronic timesheet processing (Connect), CMP
web portal services, web-based training, workers’ compensation, EVV.

Target Population Served: Aging adults participating in a Medicaid buy-in service option.

Program Description:

Palco has worked alongside Sunflower Health Plan, a managed care organization, to deliver F/EA
services to consumers eligible for Working Healthy who need assistance with activities of daily living
and participate in the KS Work Opportunities Reward Kansans (WORK) self-direction program under a
Managed Care model. At inception, Palco was tasked with a fast implementation schedule, which we
quickly embraced and were successful in transitioning all services from the exiting vendor. During our
time in KS, we have also worked alongside Sunflower and the State to implement EVV for these
program stakeholders. The Independent Living Counselors (ILCs), who administer and authorize the
services for Participants, utilize the Palco Case Management Portal as their primary tool to monitor
and manage how services are delivered. Custom reports have been built within the system that provide
the ILCs on-demand access to all the information they regularly need.

When implementing the project, the State required us to tool EVV services in a manner that conformed
to Statewide specifications. We adapted quickly and were able to architect a system that met the
State’s needs with regard to aggregation, without being burdensome to the self-directing users. We
can proudly say we have a 100% EVV compliance rate in Kansas.

During our tenure with the program, Palco has provided insight and partnership to Sunflower Health
Plans to navigate, and problem solve some unique situations. In 2020, the cost of workers’
compensation was becoming a limitation that impacted participants’ access to the budgetary funds
needed to fill their service needs. Palco advocated and negotiated with national workers’ compensation
providers to help ensure that Kansas stakeholders received the best possible coverage at a rate that
could be afforded by the available Medicaid funds.
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The cost of background checks in Kansas is another oddity that Palco has provided accommodations
for by billing both initial and five-year renewals via separate invoicing for payment outside of the
budget funds. In addition, Participant budgets in Kansas allow for the provision of a carryover funds
bucket which can be utilized for services increase or for paid time off. Palco has created system
mechanisms for the tracking and monitoring of these carryover funds.

During a fast implementation window, we provided many online webinar training courses including
enrollment training and online timesheet training with participants and workers, training with the
Independent Living Counselors (case managers) and Sunflower Support Brokers over a two-week
period. We trained vendor agencies in their processes as well. We engaged in an extensive outreach
campaign to provide individualized training to participants and workers to ease the transition.

More recently, we worked closely with this MCO to adjust participant budgets ahead of a 1/1/22 rate
increase and have also engaged in a couple of recent projects related to background check compliance
and worker rates of pay. Each of these projects entailed careful planning, various forms of stakeholder
engagement, including individual outreach by Palco enroilment staff and informative eblasts to
stakeholders with detailed instructions on next steps.

We work closely with FDGS to provide an EVV-compliant solution for the KS WORK program, meeting
the requirements of the 21°' Century Cures Act.
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Nevada HCBS Programs Nevada
Nevada Dept of Health & Human Services, Aging and Disability Services
Courtney Keys

Development Specialist 1V/Specialized Unit Supervisor

9670 Gateway Drive, Suite 100

Reno, NV 89521

775.687.2675

ckeys@adsd.nv.gov

Current Participants
Dates of Performance: 2013 - current served: 500

Services Provided: F/EA services, call center support, reporting, billing, financial management services,
online enrollment (Intake), electronic timesheet processing (Connect), CMP web portal services, web -
based training, and payment for vendor services.

Target Population Served: Children with developmental disabilities, Autism, and complex medical
needs; primarily rural. Veterans.

Program Description:
Since 2013, we have worked with the state of Nevada to serve hundreds of families and children with
developmental disabilities.

As this program serves all minors, the Palco system is configured to ensure the proper requirements
are in place to ensure a third-party employer of record is always established. In serving this program,
we provide webinar-based training to stakeholders and written materials and budgeting tools to case
managers for developing person-centered plans.

The first objective that had to be accomplished with this program in 2013 was ensuring participants
had a vendor to meet their needs after the exiting vendor of over 10 years left the state abruptly
without an FMS to process payroll for the caregivers and vendors actively providing services. At
inception, every self-directing worker had been transitioned to a 1099 status by the State, who was
desperate to ensure there was not a loss of services. Palco worked quickly to get everyone set back up
properly as self-directing employers/workers in a short amount of time. We spent countless hours with
the Nevada tax agencies sorting through these issues. We led the State through this process
seamlessly, and families praised Palco during the transition and after.

Nevada offers a unique requirement that requires all vendor services to be paid first, and workers
second. This quality measure helps ensure that vendors providing more professional services are
always paid, and budget funds do not become exhausted prematurely by family caregiver hours. The
Palco system is configured to automatically handle this kind of program rule because of our
customizable technology.
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Throughout our tenure with the State, we have assisted with other programs, including serving as the
statewide FMS for the Children with Autism program that served about 400 kids across the State. We
are also the FMS for a Veterans-Directed program within the State. This program also operates in
Jurisdictions outside of Nevada, such as Utah and Idaho. Our customizable system is able to handle
out-of-state taxes for these individuals, even though there is no state income tax in Nevada.

Our partners in Nevada routinely turn to Palco for cost savings and creative approaches to serve their
clients. Together, we come up with unique solutions to meet the needs of the families, while allowing
them a voice in their care. We continually accommodate program growth and have doubled our
population size since entering the State.

We transitioned this program from an incumbent of 10+ years and as such, we encountered a
bifurcated tax year and various unreported and incorrect tax withholdings and filings by the prior
vendor. We spent countless hours with the Nevada tax agencies sorting through these issues. We led
the State through this process seamlessly, and families praised Palco during the transition and
thereafter. We currently serve approximately 500 families, and we continue to receive repeat business
in Nevada.

The Nevada program, being primarily rural populations, faced struggles with the adoption of an online
time capturing system. Palco was successful in partnering with program participants and their support
staff to move to and begin utilizing a new system for time capture that is 100% electronic. Additionally,
stakeholders are now familiar with and utilizing the Palco online enrollment application which provides
them with an efficient and error-proof mechanism for onboarding caregivers as needed.
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New Mexico Programs New Mexico
Conduent

Kevin Norris % e;:r_f'

Account Executive ’y}f\ﬁ

PO Box 27460 Iil\ﬁ
Albugquerque, NM 87125-7460 :%3‘57

505.639.8808
kevin.norris@conduent.com

Current Participants
Dates of Performance: 2020 - current Served: 5,250

Services Provided: F/EA services, system access and integration, reporting, online enroliment (Intake),
electronic timesheet processing (Connect), CMP web portal services, payments for vendor goods and
services, financial management services, workers’ compensation, EVV for both self-direction and
agency-based care in fee-for-service and Managed Care service delivery models.

Target Population Served: Aging Adults, Adults with Physical Disabilities, Adults with Developmental
Disabilities, Adults with Traumatic Brain Injury and Adults living with AIDS, Children with
Developmental Disabilities, Medically Fragile Children.

Program Description: "

Palco currently provides F/EA services for three self-directing programs in New Mexico, serving over
4,700 participants and providing payroll services to 12,200 self-directed workers and 1,500 vendors.
Palco provides the infrastructure and support for all operational duties of these self-directing
programs which include three (3) state waivers and a managed care program with three (3) current
Managed Care Organizations. We also support hundreds of provider agencies in their efforts to comply
with EVV and the 21° Century Cures Act by providing training to agency administrators, assisting with
their EVV onboarding, set up, and general technical support as needed.

At the inception of this contract, in 2020, Palco successfully transitioned 4,000 participants from
another FMS entity over the course of a short seven-week transition period. This transition was
successful despite a hostile exiting vendor who refused to comply with a data exchange and the need
for new infrastructure to be implemented. Palco was able to ensure no gaps in services occurred and
that services continued without any disruption. During this time, Palco also partnered with the State
to implement a brand-new waiver with self-directing services for a new group of individuals seeking
long-term services and support.

Additionally, beyond the self-direction population, Palco worked in tandem with the State to provide
technical EVV services to over 2,000 participants and 200 provider agencies in a program that spanned
three waivers. Palco stepped up quickly to assist the State with this implementation as the State was
threatened with the loss of their federal match. Because of our EVV knowledge and IT expertise, we
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were also able to assist the State with providing a compliant EVV solution for a section of their agency-
based care services which was also without EVV at the federal deadline. Bridging the gap as a
translation service, our IT capabilities handled the data between the MMIS and EVV systems with
elegant accuracy. To further ensure success, we provided training to the agency staff and their
thousands of workers on EVV systems and processes.

We are currently engaged in a phase 2 development process to streamline Medicaid billing and claims

processing to tighten programmatic integrity, as well as introduce frequent pre-payroll eligibility
checks to enhance current program operations. Additionally, our system will be the primary tool used
by case managers, assessors, and Managed Care agencies to perform their daily tasks, such as
recording the outcome of assessments, recording progress notes, making budget revisions,
designating paid time off for workers, and more.

These enhancements are architected by the knowledgeable and experienced Palco product and project
teams who are helping the State and Managed Care Organizations problem solve and think forward
to proactively create solutions.

We work closely with FDGS, to provide an EVV-compliant solution for the fee-for-service self-directing
New Mexico programs, meeting the requirements of the 215 Century Cures Act.

One of the programs Palco supports in New Mexico is the Self-Directed Community Benefit (SDCB)
program available to eligible individuals enrolled in Centennial Care, New Mexico’s Medicaid program.
Centennial Care services are provided by three (3) managed care organizations (MCOs). Since the
inception of our contract in New Mexico, we have worked closely with the State, all three MCOs, and
a variety of stakeholders to gather feedback on specific programmatic and system design
requirements, entertain enhancement requests, and perform numerous system demonstrations as we
work to make their requests a reality. Our project management and product development teams have
worked closely with all stakeholders to ensure all details are accounted for and all parties have their
input voiced and considered. Through this process, we have been instrumental in helping the MCOs
streamline processes and improve efficiencies through collaboration.

We meet weekly with the MCOs and daily with the State. We collaborate on stakeholder engagement

opportunities including member communication and training. We also work through potential policy
decisions and the downstream implications during regular meetings with the MCOs and the State.
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Ohio Elderly Services Program
Council on Aging of Southwestern Ohio
Monica Schulze

Business Relations Partner

4601 Malsbary Rd.

Blue Ash, OH 45242

513.746.2088
mschulze@help4seniors.org

Current Participants
Dates of Performance: 2022 - current Served: 824

Services Provided: F/EA services, system access and integration, call center support, reporting, online
enrollment (Intake), electronic timesheet processing (Connect), financial management services,
workers’ compensation.

Target Population Served: Older Adults

Program Description:

Palco began providing services to approximately 800 clients in the Elderly Services Program,
administered by the OH Council on Aging (COA) in July 2022. Palco provides infrastructure and support
for all operational duties of this self-directing program. During the implementation phase we
transitioned existing clients from another FMS entity over the course of a few weeks. A multi-stage
data exchange was completed to ensure a minimal burden to existing program participants and smooth
transition.

In addition to the traditional F/EA services provided, Palco has developed custom technology solutions
to partner with the COA to launch their caregiver smart device application, AddnAide. The application
provides a mechanism for self-directing participants to match and connect with individuals in their
area seeking caregiver employment. Through a person-centered process, the application works to
bridge gaps and combat the caregiver workforce crisis our communities are facing. The data feeds
implemented by Palco allow us to quickly learn of new aides an employer seeks to hire and prescreen
unmatched aides by initiating the required background check process. These workflows expedite the
enrollment and hiring process to get caregivers providing care as quickly as possible. Once an aide is
hired, the app collects their time entry data, and the details are easily exchanged in real-time to the
Palco system to ensure we have accurate data for payroll processing and tax reporting. This will also
create a seamless integration for program stakeholders to submit and manage their time. The technical
solutions and capabilities to integrate with the COA in-house developed software was a service
unmatched by our competitors, making Palco the prime candidate for their chosen FMS partner.
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Post implementation, Palco has strategically worked with our COA partners to improve the criminal
background check process and eliminate barriers to services that are sometimes unintentionally
created by program policy developments. The Palco enrollment specialist team has created resources
and partnerships with local Ohio entities who perform background checks (including national FBI
fingerprinting) to provide options to self-directing caregivers in the process of enrolling. Additionally,
we have developed enhanced processes for AddNAide users (mentioned above) who are not yet

. “matched” with a self-directing employer but hope to be. Palco works with these individuals to get

their background check requirements completed during the creation of their initial profile so that they
can begin working for a participant almost immediately after they are chosen to be hired. This
partnership and process improvement has been a catalyst for expediting overall enroliment times and
ensuring person-centered practices for recruiting and hiring workers can be achieved. Getting job
seekers employed quickly is critical to improving the direct care workforce crisis, which Palco is
passionate about.
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Pennsylvania Self-Directed Programs .
Pennsylvania Department of Human Services Pennsyh’anla
Office of Developmental Programs

Charles R. Frick, Section Chief

Division of Program Operations, Bureau of Community Services
625 Forster St

Harrisburg, PA 17120

717.783.8751

cfrick@pa.gov . o
Current Participants
Dates of Performance: 2018 — current Served: 1,100

Services Provided: VF/EA services, employer and budget authority training, call center support,
Medicaid billing and claims processing, timesheet processing, background checks, online enroliment
(Intake), electronic timesheet processing (Connect), CMP web portal services, in-person and web-based
training, workers’ compensation, a compliant EVV solution, integration with EVV aggregator (Sandata),
processing payments for participant-directed goods and services, processing payments for vendor
services, and reporting.

Target Population Served: Adults with Developmental Disabilities

Program Description:

In 2018, Palco began providing VF/EA services for three (3) waiver programs administered by the
Pennsylvania Department of Human Services, Office of Developmental Programs (ODP). Each of these
waivers offers a large array of services to its population, with Palco currently serving over 1,000
participants and providing payroll services to over 3,700 Service Support Professionals. These services
have unique requirements, with some services billed with daily units and others at 15-minute
increments/units. Our timesheet portal (Connect) allows users to select only services and related
modifiers for which they are authorized and credentialed and includes built in validations to prevent
over-billing.

The Pennsylvania program landscape is comprised of many vocal stakeholder and advocacy groups,
which Palco has established relationships with and built a bridge of trust and collaboration. At
implementation, the program was contentious and received lots of negative scrutiny because of past
vendors’ performance. Palco was able to achieve a smooth and quiet transition which began to
reestablish trust with stakeholders and the State. During the last 5 years, the program has reestablished
a baseline of solid services and key Palco staff have close working relationships with the support
coordinators and support brokers overseeing the services. We have also significantly improved the tax
filing process and cleaned up tax filings performed by the prior vendor, which has virtually eliminated
tax notices that were being sent to employers prior to the Palco implementation.
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I_and billing software with the EVV aggregator for the state of Pennsylvania.
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Some of the complexities of the Pennsylvania program include a large volume of service codes (over
60) all requiring EVV, complex overtime rules, local taxes in several areas of the state, budget cap
funding issues, and integrations with required system data feeds related to budget changes. With a
Palco partnership comes access to creative solutions that many FMS competitors may not have the
experience and capabilities to provide. For example, data integration feeds with our EVV vendor ensure
that stakeholders only have access to select service codes within the EVV system that they are approved

_to provide. When necessary, Palco was able to offer the State the ability to do base funding through

an invoicing model which has improved their budget cap funding issues and helped bring the programs
utilization to a much steadier margin. Processes like a 276/277 EDI exchange offer a high degree of
program integrity that not many FMS vendors can achieve.

One service of special attention for ODP is transportation. To ensure adequate access to the
community, participants who qualify are given the ability to self-direct the delivery of the
transportation services they need. Palco has operationalized the delivery of several services to support
the provision of these services including partnerships with the local entities to purchase and issue
SEPTA bus passes, paying mileage reimbursements, and funding accounts for the use of UBER.

In Pennsylvania, we work with several stakeholder groups at the local, regional, and state level. In 2018,
we engaged a diverse stakeholder group to form a working Advisory Board consisting of self-directing
Members, Common Law Employers, Support Brokers, and ODP staff. This group continues to meet
quarterly to review enrollment patterns, service oversight, and upcoming initiatives impacting the
program. With a diverse set of stakeholders present, we often discuss grass-roots issues facing the
self-direction community and brainstorm innovative solutions and approaches.

We also provide outreach and educational presentations to local entities including county staff,
support broker organizations, and interested parties on the benefits of self-direction and the services
we offer as a VF/EA FMS provider. Additionally, these groups have requested our participation in panel
discussions at local and state conferences and symposiums on self-direction.

We provide an EVV-compliant solution for the ODP participant-directed services programs, meeting
the requirements of the 21%* Century Cures Act. We also work closely with Sandata, integrating our EVV
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Veterans-Directed HCBS Programs

State of New Mexico

Anthony Romero

Acting Director, Consumer and Elder Rights
PO Box 27118

Santa Fe, NM 87502

505.795.1196
anthony.romero12@state.nm.us

New Mexico Veterans

Satesof Part 2016 Current Participants
t P : - t
S e Served: 15

Services Provided: F/EA services, budget training, call center support, reporting, billing and claims
processing, financial management services.

Target Population Served: Older Adult Veterans

Program Description (Sample Projects): In 2009, Palco became the country’s first Fiscal Employer Agent
(F/EA) for the US. Department of Veterans Affairs-funded veteran-directed-HCBS program,
implemented by the Central Texas Area Agency on Aging. Since that time, we expanded our delivery
of F/EA supports to other VD-HCBS programs, and we continue to serve a Veterans program in New
Mexico and Nevada. We not only perform F/EA services and call center support, but we also provide
training and technical assistance for support staff.

I
I
Like many VD-HCBS programs, New Mexico is faced with a high number of individuals seeking :
services and limited resources. Palco has worked closely with the staff at the Aging & Disability I
Resource Center (ADRC) to prepare for growth and to meet some ambitious expansion goals. In :
2021, when preparing for those goals, Palco partnered to add operational responsibilities to our |
contract including customer support and enroliment support. These services will benefit veterans |
joining the program as the ADRC is able to increase their program size and open up wait lists while :
working with their local Veteran Administration. I
I
I
I
I
[
I
I
I
[
I
I

During the last 13 years, Palco has also partnered with many local aging and disability resource centers
to assist with small start-up programs in preparation to transition them to another vendor. In addition
to the New Mexico veteran program, Palco has served several locations across the state of Texas, two
regions in Arkansas, Louisiana, and Nevada. We are passionate about the VD-HCBS model seeing
growth. The central TX veteran program was the first VD-HCBS program in the country and was served
by Palco since its inception for over 10 years.
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Palco has worked with non-profits and state governments to deliver home and community-based
support to a variety of programs, including pro tempore or grant-funded programs. Partners
continually turn to us to assist in program development and implementation, design systems with
quality controls, and deliver financial services and person-centered training. In addition, our parent
company has performed a variety of payroll, accounting, and tax services for hundreds of entities
across multiple states for more than 25 years.

Our goal is to be the best FMS partner in the sector. You can count on integrity, technology, and
customer service underscored by collaboration. We know that the best work evolves from listening to
our clients and having the established discipline to define the solution and processes which enable
improvement. Figure 47: Year-Over-Year (YOY) Growth

Our year-over-year (YOY) growth Year Gross Pay Employers Employees
demonstrates solvent financial
health, measured growth, and our

scalability to meet the demand of 2021 $184,160,195.86 9,064 14,120
any sized program see Figure 47.

2022 $201,377,392.00 9,870 23,078

2020 $83,215,731.84 4,985 7,063

Additional insights from 2015 -
2020 show steady productivity, 2019 $66,518,644.66 2179 7.183

absorption of expansion, and

. .. . 2018 $60,987,318.51 7,064 8,900
operating efficiency. This is only
one measurement of Palco’s 2017 $47.337,183.65 6,128 7,543
organizational health and program
performance. 2016 $41,273,821.64 5,889 7,480
2015 $41,541,090.68 5762 4,550

We like to say that our
organizational health is composed
of three things:

How well we align around a common strategy.
How our strategy translates down into the work environment.
How well we renew over time, an indicator of two things:

o Looking outside, staying in tune with our clients and their program members, and

o Having an internal innovation engine so those insights are incorporated into the process,
product, and/or service delivery within Palco and turned into something useful in terms
of driving innovation and new capabilities to improve the lives of the people we serve.

palcofirst.com | 173



Palco believes we are corporate citizens in the communities we serve and work to create a positive
impact by creating short-term and long-term value for the entire community of stakeholders. Because
values and culture are inextricably linked, talking about them is not enough. Our leadership acts in
line with our company values.

Further, times of crisis test the practices of a company, its partners, and maybe most importantly, their
dedication to the task at hand. Palco has successful FMS relationships in seven states, and together
‘with partners like you, we have successfully managed the major health care crisis COVID-19 forced us
to face. We have been tested and have grasped that we can meet the demand of unforeseen challenges
and, even more important, meet any challenge as a team.

In 2021 and 2022, Palco has taken the initiative to partner with states to administer funds as part of
the American Rescue Plan Act (ARPA) and ensure seamless payments to stakeholders were made. Over
$50 million in ARPA funding was dispersed in 2022 and 2023 to support the efforts of our state
partners. When you partner with Palco as your FMS, you get more than just payroll. Palco staff are
dedicated and active members in workgroups and stakeholder engagement that are focused on
program enhancements and initiatives seeking to enhance the lives of the people we serve and those
direct support professionals whose compassion and initiative make member independence a reality.
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Appendices

Appendix 1 — Sample Policy & Procedures Manual

Appendix 2 — GANTT Chart & Implementation Plan

Appendix 3 — Member/Representative-Employer Enroliment Packet

Appendix 4 — DCSW Enroliment Packet

Appendix 5 — Resource Consultant Tools (main, specialty, extra, assessment, evaluation)
Appendix 6 — Post Training Assessment & Evaluation

Appendix 7 - Disaster Recovery Plan/Business Continuity Plan

Appendix 8 — Resumes
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Self-Direction in Arkansas

Self-direction services are home and community-based services (HCBS) that help reonle—of
all ages with different disabilities—live independent lives in their own homes and

—_communities. They_maintain their independence by choosing the mix of servives and
supports that work best for them. Self-direction empowers each program | «.*i=:2ant to
expand their degree of choice and control over decisions made about “nei long-term services
and support in a highly personalized manner.

Administrative Structure

Self-direction provided in Arkansas is through a state plan servie uncer 1915(j) of the Social Security
Act. The state plan, IndependentChoices, is operated by the Divis on of Provider Services and Quality
Assurance (DPSQA) with Support from the Division of Aging, Auult and Behavioral Health Services
(DAABHS).

As the program administrators, DPSQA works a.-ec 'y with Palco regarding participant enrollment,
funding, policy guidelines, eligibility and cor nensation. However, there are other entities that
contribute to participant enrollment fc r th 2 nrogram.

1. DPSQA - Program operz ol
a. Monitors prog.an. compliance
b. Provides partic:pant referral
c. Creates par.cipant funding
d. Cherks elig:hilty
2. DAABHS - C versees the county nurses. Their role is to promote participant health, safety and
indez.dence through the program.
3. Us s Task and Hours Standards to determine level of medical necessity
i. Determines budget for self-directed services
3. Qotum - DHS Independent Assessment contractor
a. Complete in-home assessments and reassessments
b. Assessments determine participant Tier Level
4, FISERV — DHS Independent Contractor
a. Maintains AuthentiCare system
i. logs all EVV points of data required by Federal Mandate
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5. Gainwell Technologies — DHS contractor that maintains the Medicaid Management Information
System (MMIS) which:
a. Process Support Coordinator claims
i. Monitoring visits
i. New employer training visits
b. Runs-monthly-capitation-payments, or participant funding,-also known-c s kA's.
Process monthly fees, as stated in Counseling and FMS (Financial Mcnay.. 1ent Services)
contracts
d. Assigns PIN (Practitioner Identification Number) to caregi.ers

Arkansas Self-Direction Programs

In 1998, Arkansas was one of the three Robert Wood John.an funded Cash and Counseling
Demonstration and Evaluation states that implementea nart cipant-directed services for older
adults and individuals with disabilities using the Vendor Fiscal/Employer Agent (VF/EA)
Financial Management Services model.

Palco has been providing VF/EA FMS to Arkaascs since the inception of its participant-
directed program, IndependentChoic.:c - “irst as a sub-contractor, then as general contractor
in 2003. During program implemerzati_.., Palco staff worked with several national experts,
and our input helped create th. orzrational backbone for the delivery of VF/EA FMS services
for the IndependentChoices ¢rograr. in Arkansas.

The independentChois=s piagram is a state plan which offers Medicaid -eligible individuals
who are elderly and .na.‘iduals with disabilities an opportunity to self-direct their personal
assistant services. The ,rogram services persons who are 18 years of age, eligible for
Medicaid and me Yi-2lly eligible to receive personal assistance services.

The ARChices Program began January 1, 2016. The program is the combination of the

Elde. ©hwices and Alternatives for Adults with Physical Disabilities (AAPD) waivers. The waiver
offers ¢>rtain home and community-based outpatient services as an alternative to nursing
home placement. These services are available to people 21 through 64 years of age who are
determined to have a physical disability, 65 years of age or older and require an intermediate
level of care in a nursing facility.
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Self-Direction in Arkansas ;

\—-r‘/

Eligibility

Participation in the program is completely voluntary. To become eligible for this program,
participants must meet the following requirements:

1. Be eligible for participation in the Arkansas Medicaid Program in a category *ha* allows for

2. Be eligible to receive one of the following two (2) services:

a. Meet an institutional level of care if they require assistance wi .h twc (2) or more
activities of daily living (ADL’s), also known as being eligihle fo, ' o-.g Term Services
and Supports (LTSS)

b. Meet eligibility requirements for State Plan persona'.car. ser:.ices; provided to
individuals who are Medicaid-eligible, choose to s:If L 2ct, and need assistance with
one (1) ADL (Activities of Daily Living).

3. Understand the rights, risks, and responsibilities of 1.anaa ng one’s own care with a spending
allowance; or, if unable to make decisions independentiy, have a willing representative who
understands the rights, risks, and responsibilitizs of managing the care of the participant with
an allowance

4. Successfully complete a training progra.» disigned to assure that the participant or
representative will be able to succes. (! - ‘irect the work of a directly hired personal assistant

5. Follow the requirements of the “US3 (SxIf Directed Services with Budget) program, which
includes not receiving duplicativ services through another Medicaid category, such as
hospital services; and not esifing .1 a group home.

Changes in Eligibility

Reassessments
Reassessments are requi.ed every 12 months for participants receiving direct-care services.

Based on the re.:.its or the assessment or reassessment, the RN will complete the Task and Hour
Standards to de ‘elup a plan of care which calculates the amount of the budget. This amount is
comm:.nic.*ed o Palco at the time of referral and when a new reassessment and plan of care are
deveiic:d. The end date associated with the budget determination will be the date of the next
requirea reassessment.

When a reassessment is completed, DPSQA will send the budget amount to Palco for entry into The

Case Manager Portal (CMP) and the assigned Supports Coordinator is alerted. If the change is
significant, it may trigger a home visit.
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Transition from Self-Direction

The participant must be offered their choice of certified providers in the participant’s service delivery
area when it is necessary for the participant to be transitioned to agency services. If the participant is
unable or unwilling to choose a provider, they may allow their representative to choose for tiem. If
no representative is available to make a choice, the participant will be assigned to a provider «n a
rotating basis. In instances where there is only one provider in the area, the participan will he
assigned-to that agency. 7

Disenrollment
This section highlights the primary reasons for program disenrollment:

Death
Non-Compliance with Program Policy

o This may include underutilization, failing to mee. with €_, failing to complete
reassessments and suspected of either fraud, ‘vaste or abuse

Loss of Medicaid Eligibility or Eligibility for Personal Care/LTSS

o Participants must remain Medicaid aligib.~ tr continue participation in self- direction.
They are advised to report any chan.es ..> the amount of household income or
resources to the DHS county officc. | the county office closes the Medicaid case of a
participant, DPSQA will be noutieu ..a DHS-3330 and will subsequently notify Palco. If
at any time, it is determir.ed .hau nersonal care or LTSS is not necessary for a
participant DPSQA wil’ be -.otitied and DPSQA will remove the Waiver Indicators and
close the participat’sn. "alce will be notified.

Institutionalization

o |If at any time « oarticipant requires placement in a long-term care facility, DPSQA will
be notifieu, aiv e case will be closed if the participant is unable to return home
within 30 Yay: No monthly allowance will be provided during the time of
ins*.. 'tionalization.

Voluntary Uisenrollment

> Th» participant may elect to discontinue participation in self-direction at any time. The
reasons for this decision will be explored by the Support Coordinator, who will attempt
to identify and resolve any problems to promote continued satisfaction with the
program. However, if the participant remains interested in voluntary disenrollment,
DPSQA will be notified, and the participant will be transitioned to traditional agency
services.

Absences from the Home

o Self-directed services are designed to be provided in the home of the participant. The
services may be provided outside the participant's home, if the participant's physician
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authorizes the service during a trip or vacation. If the employee travels with a
participant, travel costs for this employee cannot be paid from the budget, although
services as outlined in the service plan may be received during the trip may be paid
from the budget. Care outside of the home cannot exceed over 30 days.

At any time that DPSQA and Palco feel that the health, safety, and well-being of the pe-ticipant is
~~compromised by continued participation in the self-directed program, the particinant ma, be"
transitioned to the traditional agency services. Should the participant's abilit: 4~ a’rect their own
care diminish to a point where they can no longer do so and they cannot id :ntify 1 trusted support
person to assist direct the care, the participant may be transitioned to fraditic~~! agency services.
The following chart lists the reasons for disenrollment:

Disenrollmept. Codes (Active Refusal Cou . (U icertified Participants)
Participants) Code | FRaSOn
Code Reason 1 Un~nabl: To Contact Per OPTUM
| 10 | Deceased — 2 Unable To Contact Per DHS/PALCO
20 | Nursing Home / Assisted Living | 3 | Unable To Contact For THS B
30 | Lost Medicaid Eligibility ‘ 4 Deceased |
’ 40 ‘ Moved Out Of State 5 . Unable To Self-Direct
50 | Out Of Home Over 30 days

- ek 6 | Nursing Home/Assisted L|vmg o

___ 60 | Agency Services | 7 Medically Ineligible Per Optum

lwon Could Not Hire Attendant 8 | Out Of Home Over 30 Days

Unable To Contact Per 9 Lost Medicaid Ellglblllty

80 ] DHS/PALCO 4. , 10  Exceeds Enroliment N o

90 | Medically Inellglb.e For THo | 11 CouIJ Not Hire Attendant
— 1(1)8 :Eé(::\:le(c:llPlar: Of Care ; tmwgz_‘ __Med|callxmelglbf Per THS
l ‘ O N — : | 13 . AFMC Denial
120 Underutlllzat. n N | g ‘ -
130 ! Unab!z 1 Contact For THS ' =

140 | Unabi=% o cuntact Per OPTUM |
i

| 20 Inellglble Referral

— 190, 21 Remain /Use Agency
150 | “erk '\L;Ophange_S;gtﬂqﬂs Form | | 25 i Voluntary Withdrawal

n ! i : —
190 | NLApgrher Walver Program = .26 Other Waiver Program
270 Non-Compliance | =

1 : J . 31 Declined Assessment Per OPTUM
18.  Volunteered Disenroliment : = =

: A , 33 ' Per PALCO Change Status Form |

190 | Medically Ineligible Per OPTUM | 34 Non-Compliance E
[ 200 ? Unable to Self-Direct §
210 1 AFMC Denlal ‘
220 | EWV

|-
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Hearings & Appeals

Final disapproval decisions will be sent to the participant in writing, including steps to follow if the

participant disagrees with the decision. Also, the participant always has the right to appeal the

decision and ask for a Fair Hearing.

It is important that the participant watch the timeframes in which they can file an appeal. Letturs

mailed to the participant from DHS should all be opened immediately. The date that t. e letter was
- issued-to the participant becomes the beginning date of the time during which-the pastic:pant can

file an appeal. If the participant files an appeal after the time has expired, their apeal will not be

accepted.

Appeal forms for a review with the Office of Appeals and Hearings ar: available in the local county
office. Some of the reasons for filing a request for administrative rovic v ar:

Loss of Medicaid: If the Department of Human Set ‘ices (D'S) County Office decides the
participant is not eligible to receive Medicaid, they ha ‘e a right to appeal this in writing.
The appeal must be made within 30 days of the da’'= = the notice they are sent. The DHS
County Office making the decision will hel» with your appeal or they can write to Appeals
and Hearing, P.O. Box 1437, Slot N401, 'ittle Por«, AR 72203. If a participant’s loss of
Medicaid is a result of their loss of Supy leincatal Security Income (SSI) they will need to
file an appeal through the address shuwi on the letter participant received from Social
Security.

Involuntary removal frem J7/SB: |f for any reason a participant is notified in writing that
they may not continue rec~iviny the monthly cash allowance they will have 30 days to file
an appeal of this dr ‘isior. P.rticipant must appeal in writing to DPSQA, SDSB Program,
P.O. Box 1437, Slat $524, Little Rock, AR 72203. If they lose their appeal, they may file for
an Administrative ti=aring through the DHS County Office or Appeals and Hearings at the
address listud aove within 30 days of the date of the decision. Note: If the Nurse or your
Physician dete. mines participant is not eligible for personal assistance services, this is not
appealar.e.

Jemiol  f request for extension of hours by Utilization Review: If the number of hours
~f personal assistance services recommended for participant exceeds 14.75, the Plan of
Care is sent to Utilization Review for approval of the additional hours. If the request is
denied by Utilization Review, the participant will be sent a letter. To appeal this decision
participants must follow the directions that are listed on the letter. Participant has 30 days
from the date of the letter to appeal the decision.

Problems or disagreements with the Support Coordinator or fiscal agent: If a
participant has a problem with their Support Coordinator, nurse or bookkeeper, they may
call Palco to assist the participant in resolving the probiem.
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* Tier Level from assessment: The applicant can appeal their assessment if they are placed
in a tier level that is not eligible for direct-care services. Tier levels are:

» Tier 0- Not eligible for services

» Tier 1- IndependentChoices

» Tier 2- ArChoices

+ Tier 3- Nursing home, not eligible for self-directed care services__

The participant has the right to appeal a decision with which they disagree. “iling a: appeal gives
the participant the opportunity to have a decision reviewed. In the Departm »nt of Human Services
(DHS) where the decision is appealed depends on the type of decisior and the office from which the
decision was made.

If the participant disagrees with the number of hours of perscaai assiscance services the nurse
recommends when your assessment is completed, the participan is provided a letter with
instructions on how to appeal their assessment. If after the review has been completed and the
participant continues to be dissatisfied with their Plcn of Care, then she/he may request a hearing.

Where they file their appeal is dependent upen w.:a’ accision they are appealing. For example:
A recommendation for personal assistanc. survices hours exceeding 14.75 requires approval
from Utilization Review (UR). If UP.decides participant’s condition does not require as many
hours of personal assistance se vicr < as nad been recommended by the SDSB Nurse, they will
file an appeal with UR as indicate 1 on the letter they are sent denying benefits.

Loss of Medicaid eligibi'ity « oule' be appealed to the Office of Appeals and Hearings.

Mandatory Reporter of Fzaud &ad Abuse

A report of abuse, ney'acu or exploitation of an endangered adult residing in a privately owned or
rented home in the comn unity shall be made to the Arkansas Adult Protective Services (APS). The
APS toll-free teiepr nne number is 1-800-482-8049. Employees of Palco including Regional Managers
and Support Tac.dinators at all levels are mandatory reporters of suspected abuse.
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Program Terminology

The terminology and delegation of duties specific to the Arkansas Self-Directed programs is included
in this section.

Assessment
This is a needs-based examination and evaluation by the Optum nurse that determine: th: level of
required services needed by a particular individual.

Attendant Services

A term used to describe a variety of in-home services, including assi<wanze with daily activities and
housekeeping. These are services provided directly for the partici==nt 1y t'.e caregiver (employee)
and include, but are not limited to, personal care services, manzaniry 'nances, communication,
shopping and errands, light housekeeping/chores, redirection, me™<y care support, supervision of
activities.

Budget

The amount of available funding for each individu ai panilipant. The individual budget comes from
two separate steps. The Optum nurse who cor.'ole’es an assessment, determines eligibility, and
establishes the Tier Level of the participan. T~ ask and hours are completed with the RN, and this
determines the amount of the budget “asi d ¢n needs.

Caregiver
The caregiver is the individua! chosun ky the participant to provide attendant services. The caregiver
is the participant’s employ~e.

Cash Expenditure Plen (JEP)
The CEP describes the se.vices, supports and goods the participant needs to live in the community
the way he or <hie v ants, while utilizing a budget.

DPSQA
Depar.men  of rovider Services and Quality Assurance — Palco deals with directly

DAABH>
Division of Aging and Behavioral Services — nursing side RNs for the state

Employee
The directly hired worker(s) who are the employees of the participant. The employee shall follow the

job description and direction of the employer.
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Employer

The participant (or their designated Representative) is the employer. The employer hires workers for
the home and complies with all program policies. The employer also accepts responsibility far hiring
and managing employees by assigning tasks, setting schedules, evaluating work performancc, and
taking disciplinary action when necessary. The employer is also sometimes referred to as the
“employer of record.”

Financial Management Services

A service provided to self-directing participants by Palco. Palco acts as the :mplo ‘er s agent to pay
timesheets, withhold and pay taxes for the employer and employee, and pay ~th-~r invoices as
directed on the CEP.

Individualized Budget

The budget is created after an individual service plan is completed =-.d the services that an
individual needs are identified. The Support Coordinator (57) cre tes the budget. It includes all the
services that will be provided to the participant and approved.

Palco
Palco is the Vendor Fiscal/Employer Agent (VF, A "MS) and is responsible for enrollment processing,
paying workers, withholding and filing emp ¢, =" 2xes, and providing other administrative functions.

Participant
All participants enrolled in the aporored /irkansas Medicaid SDSB Program, who meet requirements
for the program and state an ' itere -t ir. Self-Directed services.

Personal Care Services

These are services prciacd directly for the participant and include, but are not limited to, assistance
in and out of the shower ar path tub, any assistance during the bathing process, assistance in
getting on/off *ne 10ilet, brushing teeth/dentures, personal grooming tasks and dressing as well as
providing verbay hrompts to taking medication or placing pills from the medication minder into the
participan ‘s hai ds and verbally reminding or physically guiding the participant to take them.

Provi.i~nal Period

The 6-munth period following the active date is referred to as the provisional period. During this
time, monitoring is intensive to ensure that the participant is experiencing successful outcomes on
the SDSB model.
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Representative (Surrogate EOR)

A person that the participant formally designates to help make decisions on their behalf. This
individual should know the participant well enough to make decisions that the participant would
make if able. They will serve as the legal employer of record on behalf of the Participant.

Self-Determination

—Abroad-concept that means-the-participant-hasoverall-control-of their life-and =hility to lake part in—
society. The participant has the ability to succeed or fail on their own decisior~ Sulf-determination
rests on five basic principles: 1) freedom to lead a meaningful life in the corimun.y; 2) authority
over dollars needed for support; 3) support to organize resources in ways the* ar: life-enhancing and
meaningful; 4) responsibility for the wise use of public dollars; and 5 corfirmation of the important
leadership that self-advocates must hold in a newly designed syst~m.,

Self-Direction

A process whereby individuals with disabilities and, where «nproy riate, families, have high levels of
direct involvement, control and choice in identifying, accessing and managing the services they
obtain to meet their personal assistance and other hexlth-ralated needs. Self-direction, participant
direction and consumer direction are sometimes tscd in @rchangeably.

Self-Directed Service Option

Eligible participants have the option to <o :trc' and direct services, support and Medicaid funds,
using the essential elements of person c:nteied planning, individual budgeting, participant
protections, and quality assuranc : anJ quality improvement.

Support Coordinator (SC)

A trained individual who assi_ts participants with understanding the requirements of self-direction,
developing a service «nd soenaing plan, and identifying where or how the developed service and
support plan can be imp.2mented.

Vendor Fisc21/L. 1iployer Agent Financial Management Services (VF/EA FMS)

VF/EA FM i is a ) ardicipant-directed service delivery approach that gives participants control over the
servicr's thet thiy receive. In VF/EA FMS, participants may serve as their own Employer of Record
(EOR) » designate another individual to serve as EOR.
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Support Coordination

Support Coordinators
Palco’s mission for counseling services is as follows:

To ensure that program participants, who utilize a budget to
self-direct in-home services, are successful employers with
the skills to hire and manage directly hired personal
assistants and manage a budget to meet service needs and
objectives.

Counseling services are performed statewide to individuals |
who are participants of the Arkansas IndependentChoice.-znd ARChoices programs. Support
Coordinators are charged with the following priri:ary tasks, while engaging person-centered
planning:

Person-centered
Providing information about self-dirc~tice “hat enables individuals planning
to determine if self-direction is “ne rigi:t service delivery model for ancoursges
them individuals to

exercise autonomy,

choice, & control.

over the services
they need.

Validating a program parti:ipunt’s ability to direct their own care
and accept the respons hilitiez.us an employer (or properly delegate
those responsibilities to a 'egally responsible adult who serves as
representative for the \adividual).

Providing assistaace and training to SDSB program participants, including information
regarding.tie individual’s rights and responsibilities.

Empowe vy tne individual to set goals and develop a service and support plan that meets
tho.e nexd:and goals.

cncerraging the individual to recognize and report critical events, including fraud and abuse.
.'elping the individual assess their needs and developing a back-up plan; and,

Evaluating the program participant’s success with the program and remediating, when
appropriate.

Palco’s counseling support is designed to strengthen a Medicaid beneficiary’s ability to meet
individual goals and to fuifill the responsibilities of a domestic employer. Counseling services

palcofirst.com/arkansas | 12



are conducted face-to-face in the home setting. Support Coordinators serve a caseload and
reside in the same geographic area as the participants they serve. Additional support is
provided by the Support Coordination team by offering telephonic support and techrical
assistance on issues that do not warrant a face-to-face counseling visit.

Overview of Home Visits

There are five (5) types of allowable home visits under the SDSB counseling brugam. Home
visits that do not fall into one of the five categories below are not billible \2 i4edicaid:

Counseling Visit Types

Visit Type

Description

Initial New Employer
Orientation ("INEO")

This visit oc::urcuiring initial enroliment for
individuals wha kave not previously self-
directe!

New Employer
Orientation ("NEO")

Information &
Assistance for Uncertified Participants (1AL

<

This visit cccurs for individuals who are
crrently self-directing but need to change
emy'ryer authority.

“his visit occurs during initial enroliment and is
for individuals who have not previously self-
directed. IAU visit occurs when certification is
completed but the employer needs additional
assistance prior to becoming active.

Frequency-Based
Home Monitoring
("FBHM")

This visit is generally used for monitoring
purposes to ensure that the program participant
is experiencing successful outcomes with SDSB.
It may also be used to review program
information upon a participant’s restart on the
program.

Issued-Based '.om e
Monitoring ("lc'«M")

This visit occurs when emergency situations
arise or when negative employer outcomes are
reported.

Inforr.ati xn &
Assi ‘tarce for Active
Participants ("IAA")

This visit occurs for those situations beyond the
timeframe for orientation and post six-month
employer designation or quarterly monitoring
but is needed to help support the participant by
providing information and assistance and may
support a specific need for skills training.

After the third occurrence of NEO (New Employer Orientation) during a twelve-month
timeframe, Palco must communicate in writing to DPSQA the reasons for the frequent
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change in employer authority and recommendations on whether the SDSB enroliment should
continue.

Face-to-face and telephonic counseling support services are provided Monday thra:ch

Friday 8:00 a.m. through 4:30 p.m., unless the program participant has agreed *o an alternate
time, and this time has been approved by the Regional Manager. |f extraneou. ci. v astances--
arise and counseling cannot occur in the home setting, the Support Coordiaw: nust have
written permission from DHS, with an endorsement by Palco, Inc., to frovice Jace- to-face
counseling support in another setting.

Home visits are billed in 15-minute increments. Any time spent 1. the home under 7 minutes
is not billed. Any time exceeding 7 minutes is billed to Mecic~a. Our database will retain
requisite information about each home visit, including the *vpz-of home visit, the
information conveyed between program participant and Sur port Coordinator, and the
outcome of the home visit. All claims submitted must have supporting documentation or
they will not be billed.

Each Support Coordinator is equipped with « laptop or tablet with wireless Internet hotspots
included in machine hardware. Supp~.* Coordinators can pull Google Maps or other tracking
software on their laptops or tablets to'.c2ate participant homes easily without getting lost,
particularly in rural areas. With ¢his fu, ctionality, Support Coordinators will also be able to
make calls or send message. to .1e "alco home office from their machines.

Support Coordinators 2re paid for time spent in the home that is relevant to performing
counseling-related tusks Time spent in the home is calculated based on claim submissions
through an elec*=onic vurification system (EVV). The EVV system captures start and end times,
which are used t= znlculate Support Coordinator pay. The Support Coordinator documents
the happeaings vithin a visit through the CMP system using their company issued laptop. If
the Sunpuert Ccordinator cannot use the system due to technical difficulties or access to the
intei het, they can document using alternative means.

Support Coordinators use structured software-based questionnaires and checklists of
learning objectives to assess an individual (prospective self-directing employer's) knowledge.
Each home visit type covers a prescribed set of modules, which are explained in detail in
Section 2.6. The modules will help Support Coordinators assess how well individuals
understand their rights, risks, and responsibilities and how that understanding is used to
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meet expectations with little assistance or interference from Supports Coordinators. This
information is used to further develop a training curriculum tailored to a participant’s unique
set of needs.

Training for Support Coordinators

Support Coordinators-receive in-depth-training upen hire.” Training-programs -eiite: on
person-centered planning and communicating the philosophy of self-direc.ior.", vaining
materials will teach Support Coordinators how to give the participant :he tcois needed to
discover their needs, develop a plan to meet those needs, and apply ti.zir <crengths in
executing the budgetary plan. SDSB program objectives, red flags, cigns of abuse or neglect,
and ways to assess program participants’ strengths in abilitv.4o s:lf-<irect are covered
extensively. During training sessions, Palco evaluates the St~zor Coordinator's
understanding of the requirements necessary to perform ti.e iGie of an employer and abide
by programmatic specifications so that the Support Cocrdirator can pass this information
along to the program participant.

Managers conduct a biweekly meeting anc tra'ring with the entire Support Coordination
team. Training is reported on the month!v reacrt provided to DHS by the 8th of each month.
Support Coordinators who emerge froia Falco’s training program are expected to use
structured lists of learning objectivus (o ausess a program participant’s knowledge of each
session’s learning objectives. All triini.g materials are stored electronically on each Support
Coordinator’s work laptop 71d is available on the Support Coordinator’'s Sharepoint website.

Terminating

When a member chang s varegiver, they are required to fill out the Employment Separation Notice
to terminate the *varker who is no longer employed. The document requires the employer and
separating att¢ada»*ta sign. If one of the two cannot be present, a witness can sign.

! Supports Coordinators must have a minimum of three years of experience working with the general public with experience in teaching,
mentoring, coaching, with outcome-based expectations and have excellent communication skills. All Supports Coordinators are required
to pass a criminal background check, a test with the Arkansas Maltreatment Central Registry, and a drug screening. Individuals who do
not pass these three checks will not be offered a position as counselor.
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Enrollment

Program Enrollment

General Enroliment
Palco Customer Service Representative (CSR) receives phone call from 2 future AR IC
participant.
CSR checks the Medicaid website for caller eligibility.
o If the caller is eligible, the CSR completes a pre-screen.

* Itis mandatory to obtain the caller's physicil a<dress during the prescreen call.
o If the caller is already on the ARChoices waiver p.agrar per the Medicaid provider
portal, then CSR refers the caller to their loca‘ . coun'y RN.

o If the caller is not eligible per Medicaid provider portal, CSR refers the caller back to
their local county DHS office.

Account Manager sends prescreen informa io:: ¢> the Division of Provider Services & Quality
Assurance (DPSQA).
DPSQA
o If the caller does not cualif; Ur5QA informs Palco the caller does not qualify for the AR
IC program via dail> reports.

o If the caller/par.-ipani.coes qualify, DPSQA uploads the caller/participant’s referral
into Optum’s:datakse.

* The ot contractor goes to the participant home to complete the initial
as_2ssment. At this point the PAR tier level is determined.

= After assessment, the PAR will complete the Task and Hour Standards to
uciermine the plan of care

= These individuals are added to the pending referral report that is prepared by
DPSQA.

“ne pending/referral/assessment report is uploaded to Moveit for download

At this point participants are considered uncertified.

Prescreening Applicants
Medicaid recipients have freedom of choice when selecting service delivery models. If the beneficiary
chooses the Self-Directed Service Budget (“SDSB”) service delivery model, and contacts Palco to
enroll, Palco will pre-screen individuals for enroliment in the program.
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Callers who intend to enroll will call Palco at the call center phone numbers. If the individual calls
after hours or during high call volumes, they will be prompted to leave a voicemail. A Customer
Support Representative (“CSR") will return their call within three (3) days of the voicemail.

Flowchart for Pre-Screen Procedures

[
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No. Activities Refer to
Refer them ] DPSQA
to DCO. Screen. e
enrollment

—_—

*Anyone on PASSE should be referred *> th 'ir care coordinator, information is on the provider portal
for Palco to view.

Palco is responsible for deteri1.'ning ** the individual is Medicaid-eligible and if they require
assistance with “hands-on" activid=s of daily living. Thus, callers are asked sufficient questions to
verify Medicaid eligibiliv- w.x* heir level of assistance required with performing ADLs (Activities of
Daily Living).? During ti.=» pre-screen if Medicaid eligibility cannot be established, callers will be
advised to contac. *heir DL.4S County Office (“DCO") to begin the application process. The overall
procedure for'\resZioon is structured in Figure 2.

Initial Rrovedure for Pre-Screening Applicants

Whe. ca’ers inquire about self-direction, Palco Customer Support Representatives (“CSR") will
encourcie individuals to apply for the program. If the individual is agreeable to applying, the CSR
will inform the caller that they must have the Medicaid ID of the individual seeking enroliment
before they can undergo the pre-screen process.

2 DPSQA is responsible for making the medical determination for services.
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If the individual does not have a Medicaid ID, the CSR informs them that they must call back later
once the ID is obtained. If the individual does have a Medicaid ID, the CSR informs the caller that
they will begin a pre-screen and that the CSR must speak directly to the individual, to their Power of
Attorney, or to someone else who is not intending to be the paid worker. If the caller agrees, the
prescreen can begin.

~~The €SR first thanks the calfer for inquiring about the SDSB program and second!v ve:fie | that they
are speaking to the individual seeking enroliment, their Power of Attorney, or ~no her individual who
is not intending to be the paid caregiver.

If the CSR is satisfied that he or she is speaking to a qualifying indiviuua!. then the caller is informed
that this process is only for pre-screening purposes to make a prelimi. ary .ssessment of whether
this program is a good fit for them, and that it does not guaran ee _ii:oliment.

The Medicaid ID number of the person seeking enroliment is cullert~y, and the caller is placed on
hold while the CSS searches our database.

If the individual is in The Case Manager Portal (CMP), *he status of the individual is visible. If the
individual is currently enrolled, the CSR notifies t.oe individual that they are currently enrolled (or
enrolled and on hold) and seeks to determine .he . zason for the call. When appropriate, the caller is
relayed to a CSR who can better answer the . *= tion, or a note is flagged to the Supports

Coordinator that the individual may ha.e . ch>nge in circumstance.

If the individual is currently diser.oll=d frum the program, applicant demographic and contact
information fields are pre-porulate J. 2'id the specialist verifies the accuracy of this information.
Once verified, the specialist mov2s on to verifying Medicaid eligibility.

If the individual is not in The Case Manager Portal (CMP), the specialist starts a “New Application”
and collects demographi: information by following the pre-screen script. The information is
recorded in a r.poy: saved on SharePoint. The format listed in this report was requested by DPSQA
and can be faun. here. Please note that at least one phone number must be provided. An applicant
can opt tc leave a secondary phone number or email address, but it is not mandatory. Additionally,
the applicant must provide both a Social Security Number and Medicaid ID number along with their
physic2' address.

Verifying Medicaid Eligibility
The Medicaid eligibility of all individuals seeking enroliment must be validated through the patient
eligibility and benefits inquiry section of the Arkansas Medicaid Web portal. At least one of the
following sets of information is required to search for an individual's Medicaid eligibility:

Medicaid ID and date of birth
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Medicaid ID, first name and last name

First name, last name, and date of birth

If the search does not return any results the Valid Request Indicator under the Request Valiuc*ion
Section of the web portal page will display N (No) and the individual is referred to thuir DCO to
ensure that they are enrolled in Medicaid properly. If the search determines that the ina. ©iuual is
currently in a waiver, they are referred to their waiver nurse to change their plan ot caic.

If a search results in a Medicaid eligible individual who is not currently rece. ‘ing 'vaiver services and
whose aid category is eligible for SDSB services, the CSR will conduct a series of questions about
ADL’s (Activities of Daily Living) as approved by DPSQA.

ADL Questions

Needing assistance in only one ADL is the minimum requircment to get assessed by the assessment
contractor. When the customer service rep receives a “yes” tu une of the following ADL questions,
the customer service agent will be able to complete e intake without asking any further ADL
questions and move on to the Cognitive Questio: .

All Cognitive questions need to be asked t= “ate, m.ne if a Representative is needed. If a
representative is needed, then the reprzseatative information is needed so that the assessment
contractor can make contact. It needs "o L larified that the Rep/POA/Legal Guardian/SSI Income
Payee cannot be a caregiver.
e [f the applicant does rejuir. assistance with ADL's, make sure to write YES in column V and
their application will be 1 ~ferred to DHS.
o CSR: "Based on the answers you have provided; we are going to forward your
applicat'on *o Lns. An Optum representative will contact you within 15 business days.
If do not hoar irom someone in that time, please call us back for assistance.” (Phone
nimb 2r from Optum can be provided at this time)
o If \“e beneficiary does not qualify based on the answers provided, customer service can
re’er che beneficiary to contact the local DHS office for other programs that may offer
as.istance.

Pre-Screcn Follow-up

Prescreens completed the previous day will be uploaded to the AR Moveit site, when applicable, by
the account manager. The following day, DPSQA will respond to uploaded Prescreen report and
provide results whether the prescreen was accepted or rejected. The account manager will fill in the
response from DPSQA in the report saved on SharePoint for reference, in case the applicant does call
back.
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Referrals for enrollment
Program enrollment begins with receiving a referral from DPSQA. A referral is simply a notification of
an individual who is seeking program enrollment and a request for further action by Palco.

Medicaid requires that Palco completes a referral in 60 days.’ Thus, 60 days after Palco receiv:s a
referral, the Support Coordinator must have taken one of the following tasks:

Endorsed the participant’s ability to self-direct by ensuring that the pa=*icipant or their
representative has the skills, knowledge, and abilities to direct their care at d are ready to do
so, as evidenced through documented orientation sessions and endor *am~.nt by a Supports
Coordinator; or

Assess that the individual is unable to self-direct or does r: ha te .n individual who may
serve as a representative to assume the duties of the emple,er role.

Some referrals will be the result of individuals Palco staff pre ==, eened; some will not. Referrals that
are the result of Palco pre-screening will result in b¢ h a referral to DPSQA and a migration of
demographic information to Palpro. At this point the reeiral is considered complete, and the
process proceeds as described in this section, witt. *1e Program Enrollment Timeline commencing on
the date of the pre-screen that resulted in ~ refe.ra to DPSQA.

Referrals for the SDSB service delivery mr ' will originate from DPSQA, who coordinates referrals
from the Division of Development.l Disa.ilities Services, Departmental of Behavioral Health, and
other areas of DHS. Counseling suy yort services will not be provided prior to receipt of the referral
by DPSQA. DPSQA will send raio a heferral spreadsheet that contains the following information,
which will be captured in Pa.oro:

Name of the individual seeking SDSB program enrollment.
The indinidval’s Medicaid identification number.

Adc.ess of “he individual.

-outy ¢, residence

“lan of care budgetary funds.* and,

A summary of the individual’s needs.

3 A 30-day extension may be granted with express written permission by DPSQA.
4 The monthly budget is based on the level of medical necessity as determined by the Task and Hours Standard performed by the DHS nurse.
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Referral spreadsheets sent by DPSQA will be stored electronically in their original format. Referrals
are physically inspected before the data is uploaded to the Case Manager Portal (CMP). Any
individual forms sent by DPSQA with the referral spreadsheet are stored in individual case fi'es.

When Referral data is uploaded to CMP, an error log is generated, displaying individuals who rere
not uploaded and the reason for the error. Common errors will include the followina:

Medicaid ID number is not enough digits.
The individual is already in our system; and,

Formatting issues with the Referral information.

When the Referral information is not uploaded due to errors in he wiudicaid ID number, Paico
Account Managers take the necessary steps to obtain the corre:t M~uicaid ID number by contacting
DPSQA.

For individuals who are already in our system, CSR staf shculd review the address on file and
compare it to the address sent in the Referral sprrad-hect. Once reviewed, CSS staff can resubmit
the Referral information by overriding errors o.: th . import of referrals into CMP.

After referral data is imported into CM”, a1 evant log is created in the individual’s chart, displaying
the date the referral was received an:d "¢ inaividual who received and imported the referral.

CMP automatically assigns all 1ew 1 >fe.rals an "Uncertified” status. This status alerts users that the
individual is not actively errollec on the SDSB program, but that they are in the process of receiving
training to become enrrlled." 'n addition, CMP assigns the individual a Palco ID number and a
region.

To complete a efe'ral, home visits are required. However, before home visits can be done, Palco
must first cenducs some administrative tasks to lay the foundation for the home visits.

Partic:pant ~nre.iment (certification)
"alco Regional Managers (RMs) see this participant information in the CMP system and a
Support Coordinator (SC) is assigned. Support Coordinators are assigned by geographical
location.

CS (Customer Support) calls and does the initial Palco overview with the participant within 3
days after receiving referral.

> Palco staff can view the Events log to determine how many home visits have transpired and the individual’s status on becoming certified as an
employer on the SDSB program
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SC's schedule in home visits with the participant within 5 days after received referral.
SC completes all modules with participant for certification.
o During the first visit, if required, the Authorized Representative is certified.

o Employee background check and PIN application paperwork is provided, and the SC
suggests completing as soon as possible to not delay a start date.

SCs log certification completion and name of backup worker into the CM;

Enroliment department does outreach to begin intake process for co:apletng EOR and
Employee paperwork.

Enrollment department and Support Coordination work togetk.er #2 assist the participant and
employee in completing intake paperwork and providing all neesse 'y attachments.

Caregivers must complete a state required criminal backg:zunc check (CBC) prior to
becoming a paid caregiver. Once the state notifies Palco ~f \!.c intended caregiver’s cleared
CBC, Enrollment logs the caregiver as active.

Caregivers must apply for a PIN (Practitioner *dentification Number) using PIN request form,
Form DMS-7708. Form must be mailed or faxeu to Gainwell Technologies.

The next business day a start request is qer.>. ated, includes

o Participant, representative (if ‘v.li= Yie), active caregiver, referral date and certification
date.

Enrollment will upload a sta‘« req, test report daily, when applicable, to the AR Moveit site.

Authorized Users
Depending on the ass2ssment, a representative may be required based on the diagnosis.

o Insome -as.s, a representative is optional.

o Mu~tlive within proximity of participant

oM< pe 18 years or older and have participant’s best interest in mind. Can be;
=  Participant’'s legal guardian, POA
» Family member
* Friend

o Must comply with program criteria and responsibilities

o Multiple Authorized Users will be allowed, allows multiple family members to be able to
call in for informational purposes
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Summary of Enrollment/Certification Home Visits

Initial New Employer Orientation (INEO) New Employer Information and
Orientation (NEO) Assistance (lA)
Definition Support Coordinators assess Support Coordinators IA is to provid~
the individual’s ability to self- assess the Medicaid information and ass.stance

direct. Enroliment results if ~ beneficiary’s abilities to about SCSB.
R ~“the Support Coordinatoris  self-direct. Endorsement ~
satisfied with the individual's and certification are

skill set. required to complete the
NEO.
When to Only for individuals who have When the particinant .:as ‘when the INEO or NEO is
Perform never self-directed. changed emplo - started, but the Supports
authority.® Coordinator cannot certify
the individual to self-
Airart
Recommended 3 visits at 2 hours apiece 3 vicits at 1.5 hours None
Session Times toiece
Maximum Daily
i 5 hours per participant S hours per participant 5 hours per participant
Maximum Visits Once the indivi.ualis No more than 5 NEOs are None
endorsed, IN.:O ¢:nn~t be allowed in a 15-month
billed if the perticipant period.
remains acive.’
Special None DHS approval must be None
Instructions granted after the 3rd NEO
in a 12-month period.
Mandatoi v 1-12 (13 is required only if a risk mitigation None. IA (Information and
Modles documentation is necessary). Assistance) is a “backup”

code for INEO (Initial New
Employer Orientation) or
NEO that does not result
in enroliment.

6 This includes a change in service delivery model, or if the participant is assigned a representative, who will become the employer of record.
7 This is true, no matter how many times he or she changes employer authority (i.e, disenrolls and re-enrolls).
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Our training materials suggest a total of three (3) INEO home visits to certify an individual. However,
fewer may be required, depending on the individual’s skill set. However, due to the nature of INEO
visits in covering so much ground, these enrollment visits have many opportunities to exceed three
(3) total visits. Therefore, it will not be uncommon to see INEO visits that span longer than ttree (3)
visits.

take less time to complete than INEO visits. Even so, participants should be tr>ine(' in a person-
centered manner with each employer receiving individualized training, ever if tha means exceeding
benchmarked visits on occasion. The recommended rubric is three (3) total N5 .2 isits, but it will not
be uncommon to see NEO visits totaling less than three (3) visits.

Each certification visit should only last if the participant appear: intciosted and able to actively

participate and learn. The attention span of participants will vaiv. This, it is suggested that the

Support Coordinator make several home visits before they :an certify the individual in the SDSB
model, as explained below.

Module Summar for INEO/NEO/IA

P T ' \
L~ AT ] &

; isit One 1-5 Arranged withi> 1v'd ys of receipt of referral
Visit Two 6-8 3-5 businriss ¢ ays after Visit One is recommended
Visit Three 9-12 3-5 bucine =, days after Visit Two is recommended

In all cases, each visit requires eithvr a-uocumented endorsement by the Support Coordinator that
employer and programmatic responsibilities are fulfilled or address areas where additional skills
training may help to imnrove amployer’s ability to meet responsibilities.

Once an individual is cer.ified as having completed INEO or NEQ, then the individual has a status of
“Certified” in C’vIP. As an additional quality assurance measure, Palco Counseling Support Specialist
staff updates.the/case status to "Active” on the date the individual has chosen to begin self-
directing. ?alco ‘s required to provide advance notice of seven (7) days to DPSQA prior to
establ’shing.a fate that self-direction can begin.

Worker Enrollment

Coordinating Background Checks & Drug Screens
Arkansas Code Annotated (A.C.A.) §20-77-128, AR Code § 20-38-103 and DHS policy 1082 requires all
employees providing services to the elderly, individuals with mental illness or developmental
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disability or children to submit to a criminal history and a central registry check. Applicants or
employees found to have been convicted of a crime listed in A.C.A. §20-77-128 or DHS policy 1082
shall be prohibited from providing services. Should an applicant or empioyee be found to heve been
named as an offender or perpetrator in a true, substantiated, or founded report from the Ch.d
Maltreatment Central Registry, or the Adult Abuse Central Registry, the applicant/employee si:all be
immediately disqualified.

Criminal Background Checks
Palco will work with the Department of Human Services’ Division of Provide- Servizes & Quality
Assurance (DPSQA) in coordinating a process for background checks fer self-disicted caregivers
employed by Medicaid participants and paid, in part or in whole, wi*i MZdicaid funds. Palco will
obtain a signed consent form from the applicant or existing self-4iveciad “aregiver authorizing
review of Medicaid and Medicare Excluded Provider Lists as par “~Ger. | regulations. Palco will also
provide consent forms to existing self-directed caregivers for ti.» ceinpletion of all background
checks including the Adulty Maltreatment Registry check, tiva Chi'd Maltreatment Central Registry
check, and the criminal background check (in accordance with A.C.A 20-77-128). List of offenses that
are unqualifying can be found here. DPSQA will forwa.d th~ background check document(s),
pertaining to applicants or existing self-directed varegivers, to the Arkansas Adult Maltreatment
Registry, the Child Maltreatment Central Regisiiy, < nd the Arkansas State Police.
Palco shall assist DPSQA with distribcting i required background check consent forms to
applicants and existing self-diraltec cai2givers. The consent forms for the Adult Maltreatment
Registry check, Child Maltreaimcric Central Registry Check, and State criminal background
checks constitute all requited Jackground check consent forms. Palco will send all required
background check cons:nt tcrm. to the Regional Managers.

o Prior to becoining ¢ligible to be a self-directed caregiver paid in part or in whole by
Medicaid “:nds, the Adult Maltreatment Registry check and the Child Maltreatment
Central v 2giatry check must result in a “no findings” determination and the state
criminal background check must result in a “not disqualified” determination.

o Falcewill receive a weekly report from DPSQA indicating that an existing self-directed
<arcaiver or an applicant has been “cleared” or “not cleared.” This decision will not be
mede until the results of all required background checks have been processed.

o 1he applicant or existing self-directed caregiver will remain as “pending or not eligible”
in the Palco system until all required background checks are completed.

o The applicant or existing self-directed caregiver will not be eligible to receive payment
from Medicaid funds for providing services to a Medicaid participant if they are “not
cleared” by all required background checks.

o All required background checks will be performed on existing workers at the annual
reassessment of the participant (employer).
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Perform both an OIG (Office of Inspector General) and an OMIG (Office of Medicaid Inspector
General) Excluded Provider list check on all existing self-directing caregivers. An agreed upon
number of existing self-directed caregivers will be checked each month until all Excluded
Provider lists have been checked on all existing self-directed caregivers. Any new app icant
(worker) should also clear the Excluded Provider list prior to employment.

Work with DHS/DPSQA to establish a cycle to renew all background checks &* le *st once every
five (5) years.

Maintain a record of applicants or previous self-directed caregivers wio u'd ot clear all
required background checks.

Not make payment to any individual who receives a “not clearr4” determination by DPSQA on
any of the required background checks:

o Criminal Background Checks
o Arkansas Adult Maltreatment Central Registry,
o Child Maltreatment Central Registry, OR
Appears on the Medicaid or Medicare Exclude.' Provider List.

Establish a methodology for the backgrour d «..~cxs with the existing self- directed caregivers
or applicant. The methodology for each »ac.'ground check is described below (see pg. 3).

Receive a weekly list from DHS/D™SQ," communicating any existing self- directed caregivers
or applicants who have receive ' a “~leared” or “not cleared” determination. Palco will use the
information from this file tc updee CMP with the results. Once the existing self-directed
caregiver or applicant has ~le.red all background checks, new self-directed caregivers will be
made Active in CMP. F . sting -r.r-directed caregivers will remain active if they clear all
background checks.

o If an active cu. 22 'ver received a “not cleared” determination, the caregiver will have a
60-day g: ~ce neriod, after "not cleared” date to submit claims. The Supports
Cor. inator will schedule a visit to discuss the participant’s options. A new caregiver
¢ 'n k- hired, or the participant can opt for agency services if they need time to find a
sav, applicant.

Arka, sac Adult Maltreatment Central Registry Checks

The Adu't Maltreatment Central Registry is maintained by the Arkansas Department of Human
Services and includes all individuals against whom a true finding of abuse or neglect has been made.
A true finding does not mean that abuse or neglect appears on an employee’s criminal record.
DPSQA performs Arkansas Adult Maltreatment Central Registry check on each applicant.
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Enrollment

Arkansas Child Maltreatment Central Registry Checks

(CFCO will result in an expansion of the participant population that includes individuals less than 18
years of age. Arkansas Child Maltreatment Central Registry checks are required for workers praviding
services to those individuals.)

The Child Maltreatment Central Registry is maintained by the Arkansas Department o1 HYuman
Services-and-includes all individuals-against-whom a true finding-of abuseorneclect  as Leen made.
A true finding does not mean that abuse or neglect appears on an employee’s ~rii, inal record.
DPSQA performs Arkansas Child Maltreatment Central Registry check on ea :h apy.'icant.

Medicaid and Medicare Excluded Provider List

Individuals who appear on the Medicaid and Medicare Excluded P. svic=r I st are prohibited from
providing services paid for in whole or in part by Medicaid. The ‘M-~ uicaid Excluded Provider list is
available for download on the Office of Inspector general website -z e:
https://oig.hhs.gov/exclusions/exclusions list.asp. The Resu.'s of .he Excluded Provider List check are
stored in the associated participant’s electronic file.

palcofirst.com/arkansas | 27



pucdgets
oot o [ -/

Budgets

Budgets and Allocations

Each individual Participant/Authorized Represe. ta. e has
budget authority which allows them to chouse huw they want
to use the money and hours which he ve be. n ullocated to
support their care needs based on the' asc2ssment. Palco
assists with this process by hel”.ino the Participant/Authorized
Representative develop a plan /=, howv to utilize and manage
the allocated funds.

Cash Expenditure Plan

Palco is responsible for providing an electronic b.w.~kly _ash Expenditure Plan (CEP) budget
template, representative of the assessment, to *he “DSB Counseling entity for completion in the
home setting. The CEP template provided « - ("~ "ipports Coordinator includes the employer tax
rate, a space for hourly calculations an< n. rra ive input by the SDSB Supports Coordinator. The
narrative space allows for entry to describe nuw purchased items will meet a goal on the employer’s

plan of care to lessen human der<nd.ncy needs or sustain current functional ability.

The template includes the funds available to the participant by day, which is referred to as the daily
rate. The daily rate is calcula.>d by multiplying the assessment hours by $13.14 and dividing the
result by 30.5. For eac b, veekiy CEP, the total funds available are calculated by multiplying the daily
rate by 14. An example ¢ ¢ the CEP Template can be seen on the next page. The fillable PDF version is
found in the SC ShirePoint Library.

Once the ,DSB 'upport Coordinator and employer develops the CEP, during a face-to-face visit, it is
autorratica''v rocorded in CMP as a pending CEP. The CEP is reviewed for accuracy before being
transi.iz.ed electronically to DPSQA for approval. A finalized copy of the CEP is provided to the
employe. through email or mail based on the preference of the employer. Palco processes payments
for goods and services authorized by the CEP. Payments for goods or services that exceed an
employer’s CEP cannot be processed.

AR Choices budget status and updates must come from the county nurse (change in the plan of
care). DPSQA uses the authorized CEP as a guide to begin the flow of program funds for the
participant’s payroll and other budget expenses from Medicaid.
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Example Cash Expenditure Plan

PQ Box 242930
D Little Rock, AR 72223
Tolt Free 866, 710.0456

Online;

Arkansas Cash Expenditure Plan (CEP)

As the fiscal agent, Palco can only process and pay for shifts/claims that are within the participant’s budget ana -sh
expenciture plan (CEF) as approved by the Department of Human Services. Employers should manage ar . diney the -
care aecordingly, only scheduling their workers for the hours that can be afforded by the budget. Any 4/ weshests hat
exceed the aliocated funds will be rejected for comection by the employer before Palco can process and pay.

Pacticipant Name: Palco ID:

9 i | = 1 TR ., GREF T e

Total Budget for all Services (biweeldy total): ,

Budget for Personal Attendant Services- 14 DAY s eriod ] f

“Employee  Rateb.s | ' of Hours
HourlyRate  Tax | Houn ot

Personal Care Service: s 10 <1'.7°oC 20 ‘s 0.00

Attendant Care Service: $ 11 ¢ 20485 30 s 367.46

Total  § 387.46
‘ Bud ¢t for ‘ther Personal Care Expenses

‘ Savings: s

' Recurring Expenses: $

w
o

Total Budgeted Other Pers. nal Care Expansas:

Notice: Receipts requirea r th, ~e items, You will not be reimbursed for receipts in excess of the omourts lisied below, Failure
to provide receipts will prev. <t yu : from receiving funds for these expenses, Oniy funds designated Jor Savings will accrue,
Funds designater’ " - goods or . -rvices do NOT oocrue and must be claimed vig recaipt for each service periogd,

DISCLAIMER: 5. # . ey yer, you are required to pay empioyment toxes ot rates established by the [RSany the State of
Arkanse . s ar. Soanks are required fo pay employment taxes, the amount of which will vary from persan fo person, %
Some fyour Y fol sudget goes to pay these empioyment taves, Therefore, the Total Budget for All Services ond the Cost 4
Ps Pa, Period: o NOT represent the total omountto be puid to your employee. As the fiscal agent. Paloo mangges You
emplryme. . cawes, including making sure the oppropriate amount is poig fo the government. Amy balgace remaining duz to
«  catechonges is refurned to Medicoid

OVERTIME AND MINIMUM WAGE RULES: Beginning Jamuwary 1, 2016, your employee must receive of least minimum
woge, and any of your employees wio work over 40 howrs In one week of o service period must b2 paid overtime Wages,
Arkonsas minimum wage is $11.00 in 2027, Participants in full use of their budgefs may not have the funds to poy these
addifional overtime wages through their Cash Expenditure Plan, This overtime rule does NOT appiy to your
employees who live in the home in which they work as long as the proper paperwork is completed with Polco. Your
caregiver employee Is considered o Uye-{n worker if they resic [n the home of leost five doys per week,

This form does not change or set an employees rate of pay. You must submit a signed Rate of Pay form. 3
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Allowable Services

Participants have the option to use their funds to purchase other goods and services, which allow
them to decrease their need for human assistance and increase their independence.

Typically, these items are set up on a recurring basis and must be used in the period for which they
are allocated.

Some examples of other goods and services that can be purchased include medically . =la"ed
transportation not provided through the Non-Emergency Transportation (NET® Wc'ver; over-the-
counter or prescription medications not covered by insurance, Medicaid, or Medic are Part D;
purchase or rental of adaptive equipment; communication devices; home mo Yifications; emergency
food, clothing, pest control, housing, or utilities; safety devices; tech’.ology; environmental
equipment; education; and, service animal purchase and mainten>~ce. “alc will pay the vendor of
these items directly given a vendor packet is completed by the « m~ (s -er.

The participant may also use discretionary cash to purchase pe.sor=' nygiene items. These items
must be paid out of pocket first. Receipts are then submitte to | alco, who will reimburse qualifying
items. Other items may be approved at the approval of DHS. Faico will obtain approval from DHS on
the participant’s behalf.

The participant has the option to set aside sorn < o their funds to save up for a more expensive good
or service. Such items are listed in the proy «.” =~ ~nual. Palco Support Coordinators assist the
participants in setting up their budget o < llov’ savings for these items and will coordinate the
approval of these purchases with DHS . the participant’s behalf.

Disallowed Services
Goods and services of any “ind a e not available (not covered and not reimbursable) under
IndependentChoices, in-"'din: using the cash allowance, when and to the extent any of the
following may apply:

1. When availakle to t1.» participant from another source, including without limitation family
members, a mamber of the participant’s household, or other unpaid caregivers; a Medicaid
State Pi.~ covered service; the Medicare program (Medicare Part A, Part B, or Part D); the
parti 'ipant s Medicare Advantage plan (including targeted or other supplemental benefits
- rferec =, the plan); the participant’'s Medicare prescription drug plan; and private medical,
lu «g-term care, disability, or supplemental insurance coverage. This includes reasonably
comparable or substitute goods and services.

2. When not for the sole benefit of the participant or the maintenance of the participant’s service
animal.

3. When provided contrary to any Arkansas scope of practice laws and regulations pertaining to
nurses, physicians, skilled therapists, pharmacists, or other licensed professionals.
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When goods and services of any kind are acquired or received for re-sale, or otherwise re-sold
or gifted, whether for cash, barter or in-kind trade, or other compensation or consideration, and
regardless of who may benefit; and

5. When goods and services of any kind are acquired or received to substitute, or otherwi: e

replace, other goods or services sold, traded, or gifted or intended to be sold, traded, or nifted.

In addition; the following typesof goods and services are not available (not coverad o d .ot
reimbursable) under IndependentChoices, including through the use of the ca~h alowance:

1.

w

Alcoholic beverages of any kind, including distilled spirits, wine, mal* beve: ages, and alcoholic
soft drinks;

Tobacco products of any kind;

Medical marijuana;

Any controlled substance listed under 21 CFR Part 1308, 'r ..y controlled substance analogue
as defined under 21 USC § 802(32)(A).

Prescription drugs, non-prescription (over the count. r) dri gs, vitamins, minerals, or other
dietary supplements;

Illegal goods and services of any kind;

Medical, skilled nursing, pharmacy, skilled ‘1..-ap, services, medical social services, or medical
technician services of any kind, includin: wi nout limitation aseptic or sterile procedures;
application of dressings; medication ..~ ‘siration; injections; observation and assessment of
health conditions; insertion, remov. |, o irrigation of catheters; tube or other enteral feedings;
tracheostomy care; oxygen adm:~'strauon; ventilator care; drawing blood; and care and
maintenance of any medic .l er,uipi rent;

Services within the scor es o, or-ctice of licensed cosmetologists, manicurists, electrologists,
or aestheticians, except t v necessary assistance with personal hygiene and basic grooming.
Services provided for | cods used by any person other than the participant, including without
limitation a prc viacr, family member, household resident, or neighbor.

10. Companion. socia.’zacion, entertainment, or recreational services or activities of any kind,

includins, wi-hout limitation game playing, television watching, arts and crafts, hobbies, and
other acti «ties pursued for pleasure, relaxation, or fellowship;

11. Cle aning »f any spaces of a home or place of residence (including without limitation kitchen,

vatt.-aory, living room, dining room, family room, and utility or storage rooms, and the floors,
f.rnishings, and appliances therein) shared by the participant with one or more adults who
ar >, together or separately, physically able to perform housekeeping of these areas; and

12. Habilitation services, including without limitation assistance in acquiring, retaining, or

improving self-help, socialization, and/or adaptive skills.
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Adjustments to Budgets

Hours available to an employer and employee in CMP must reflect changes in enroliment status,
hospital and rehab visits, overpayments, and holds that may be placed an account. After ma’ing an
adjustment, CMP calculates the available hours remaining for the pay period that the adj:istrient
effects. The most common types of adjustment are:

* Hospital Stay: Caregivers cannot claim hours during a participa~t's hcsp..al stay.
The date of admission and date of discharge can only be paiz f \>e caregiver
provides proof the services were performed before the tirr 2 of a Imission or after
the time of discharge when the timesheet is submitted.

* Rehabilitation and Nursing Facility Stay: Caregivers can'.ot be paid for hours on any
day that the employer was in one of these facilit:_s, e ‘er .r the hours were worked
before or after the admission/discharge times.

o Disenrollment: If the date of a participant’s di.~n. ~!\ment from the program is
effective on a day other than the first day .f a b weekly payroll period, the days in
the pay period after the disenrollment date must be adjusted.

* Reenrollment: If the restart date is ai 7 date other than the first day of a payroll
period, the days before the start aa'~ n.ust be adjusted. If the restart date falls
within the same period as the dis\ nroliment date and an adjustment was made for
the disenroliment, the pre “vu_ - djustment must be deleted and a new adjustment
must be made to refl~.ct11e (ays the participant is enrolled on the program.

Adjustments are made in CMP us ng ‘ne aay offset process. Day offsets are created by selecting
Adjust, next to Total Hours or the F \A 5 tab. To adjust the days available, a start day of the
adjustment must be entered aloy 1 with the number of days to remove. Day offsets must be entered
as a negative number. I~ SDS all service hour types must be adjusted for each adjustment type. If
program rules require “ni,; some services to be adjusted, they must be selected from the Service
drop down box. Day offs s are not recorded until the submit button is clicked. All day offsets,
regardless of t'.e p :riod, appear under Hour Offset History in the Offset Days window. The delete
button to th- le1. of each offset removed the offset.
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Financial Management Services

(EMS - F/EA model -~ roles & responsibilities o]

Enrollment and 1. Set up a unique EIN for all beneficiaries
Tax filing/reporting—| 2. Track enrollment process
preparation 3. Address missing/incomplete information, when =~a¢~d
4. lIssue W-2, as applicable
5. Ensure program and tax forms and documentat.c are submitted
6. Receive and retain demographic, budg =t » «d funding
information b
Payroll preparation 1. Process workers’ information/prackeis so that payroll services can
and services start.
2. Receive and quality-check incc mir 4 timesheets.

3. Pay wages to workers ~nd make reimbursements, as required;
and
Process batch payment. 2.iu oversee electronic funds transfer (EFT).

Funds management

Taxes Issue FICA ref:~ds (as_applicable) and track and incorporate annual
| changes to red- -~! and state tax tables.
Reports 1. FIAS M nthly Report

a. ~otal funds received from Medicaid
v. Inaccurate Funding, RA Variance

c. Expenditures-Service periods paid
d. Other goods and services

i. Recipient name

ii. Amount paid

iii. Description

iv. Date
e. Refunds

i. 12-month deadline
ii. Disenrolled/hospital
f. Underutilization
2. Start Request report
a. Sent daily, requests start date for participants who've
completed certification.
3. Demographic Changes reported daily via email
4. Counseling Monthly report
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Communication Communicate and resolve issues, i.e. ‘erii. at_lon, budgeting, and
‘ eligibility questions.

Taxes

Q

5. Resolution

Success Stories
Personnel Updates
SDSB Support Services, types and number of visits
conducted
Description of Training
Reports made to APS; OMIG reports/referre' a, » mare
by-DAAS-We-provide-information-for-pe<sible fraud
and DAAS determines if it's fraud
Complaint reports

i. Date of complaint

ii. Description

Employers are required to pay both “employer” texes “vhich are taxes specifically attributable to the
employers, and for remitting tax withholdings 1.2 their employees. The following chart further

explains this process.

! Employer Payrc_)ll Taxes
FICA (Social Security + Medicare'
Federal Unemployment Tax /i 'JTA)

¢ _Employer
7.65%
6.0%

| State Unemployment Tax (SUTA,

| 0.4% - 14.3%

Exemptions

The IRS (Interna' =\ venue Service) and Arkansas Department of Workforce Services provide relief for
employers who. e ain..ly members provide domestic services in the employer’s private home by
specificall* exe.1p.'ng some employees from paying FICA (Social Security and Medicare), FUTA or
SUTA. Sze the fcllowing chart for a list of instances that result in employer FICA, FUTA or SUTA not

beiny cc'iected:
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IRS Paid Family Member Tax Exemptions

E t(18-21 [ t(18-21 [E t (18 - 21
Child employed by Parent Aempti xempt ( xempt (

years of age) years of age) years of age)
Pal.’,en,t_employed pibdult.. ~ [Exempt Exempt Not Exempt
Child
Spouse employed by Spouse [Exempt Exempt Exempt
Adoptive and/or Stepparent .

t ~. Exe.

employed by Adult Child ~ |-X¢MPt FEE L Empt

Payroll

Payroll

Sl 0 o
Timesheet deadline 17pni on Thursday following last day of pay period

|

Palco processing deadlin- Tvery other Tuesday

Payday ’ Biweekly on Wednesdays

Direct Deposit is ."e only form of payment on this program

Overtim. : is 't allotted within the budget set by the state.

Payroll ‘s \ ener: ted through CMP by calculating the total number of hours and the worker's hourly
rate. <he (otar number of hours allowed is set through an embedded formula in CMP that determines
gross p.v and employer taxes and compares this to the hours of each service type on CEP. The
number of hours paid to all employees of a single employer for each pay period is limited by
biweekly CEP hours.

The hourly rate paid by the participant is set by the employer and their Supports Coordinator.
Workers are paid in compliance with federal and state Department of Labor wage and hour rules for
regular and overtime pay.
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Minimum Wage:
$11.00 starting January 1, 2021

All in-home providers must receive, at the very least, minimum wage for their services.

Garnishments

A garnishment is a court order directing that money or property of a t'ira naty (usually
wages paid by an employer) be seized to satisfy a debt owed by a dek‘or tc a plaintiff
creditor. Common examples of debt that result in garnishments ‘aclude:

Child Support
Defaulted student loans
Taxes (levy, lien)

Court ordered creditor garnishment (lien)

Palco, Inc. manages all garnishments, levie: at « liens through CMP. Garnishments, levies,
and liens, are stored with appropriate w’'i>>~.4ing information in CMP so that deductions are
automatically calculated each time r.ay oli ‘s generated. All garnishments are remitted to the
appropriate payee within the gui jei.~ es requested by them. All documentation regarding
garnishments, levies and liens ~n ~vorkers’ payroll checks are kept in the individuals’ files.

When processing payroli, there may not be enough money in the employee's net pay to
satisfy all of the garni_-u..2=* In those cases, the maximum amount allowable by law is
garnished from the ei~oicyee’s pay.

When multiple ~arnishments exist for a single employee, the garnishments are taken from
the emplyee’. puy in the following order of precedence:
<hill' surport order

~ankruptcy order
Federal or state tax levies and student loan repayments

Court ordered creditor garnishments
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Garnishments must be paid to the garnisher within one business day of the payroll
processing. Garnishments that have not been paid are viewed by running the Garnishments
report in CMP. The report includes the following:

Employee ID

Employee Full Name

-Case Number of the Withholding-Order—
Vendor/Garnisher Name

Vendor/Garnisher Zip Code

Starting Amount

Amount Owed

Current Balance

Has Timesheet

A payment to the appropriate vendor listed i; *he \'e"\dor/Garnisher name field must be
made for each item in the Amount Owed c~lur~.1. Payments to garnishers are made by paper
checks. CMP will correctly calculate the .=~ 1t to withhold and make the deductions until
the garnishment expires or is termirate d.

Overtime

The U.S. Department of Lak.cr has ruled to extend the Fair Labor Standards Act's minimum
wage and overtime protections to most of the nation's workers who provide essential home
care assistance to elde 1y .~ “ple and people with illnesses, injuries, or disabilities. Beginning
January 1, 2015, home herlthcare providers on the SDSB program will be entitled to receive
overtime pay® uniss the caregiver meets the exemption requirements established by the
Department o1 'abor and the employer and caregiver have notified Palco of the exemption
status.

ReimL rsements

Purchases authorized by the CEP of less than $50 can be reimbursed to the participant based on
receipts provided by the employer. Receipts are stored in the participant’s electronic file. Single
purchases above $50 must be authorized by a designee from DHS. Supporting documentation
required for these purchases includes:

8 Employees covered by the Fair Labor Standards Act (FLSA) must receive overtime pay for hours worked in excess of 40 in a workweek of at least one
and one-half times their regular rate of pay.
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The name and address of the service provider.

A description of the purchase.

Scanned documents from DPSQA supporting authorization from DHS.
A receipt, invoice, or purchase order and total payment amount.

The Medicaid ICN linked to the prior authorization.

Palco reviews receipts and other documentation to ensure that they are con.ister ¢ with the CEP.
Payments are made to participants according to the biweekly payroll .chedule.

Palco maintains all supporting documentation relative to the pa/me .* i1, the participant’s electronic
file. Payments are made to participants only if all supporting u ~cume-ts and authorizations have
been received. Payments are made to Participants by EFT.

Electronic Visit Verification (EVV)

The 21** Century Cures Act was signed into law on “ecember 13, 2016, requiring Electronic Visit
Verification (EVV) for all in home services L ;. ' ~aer Medicaid. Services that fall under the EVV
requirements include all Medicaid fundza »er.anal care services and home health care services that
require an in-home visit by a provider, ~*cnei under a state plan or waiver. This would include home
and community-based services (F'CBS;.

According to the Act - EVV sh-.uld . =2 r.nimally burdensome and comply with the Health Insurance
Portability and Accountability Act of 1996 (HIPAA (Health Insurance Portability Accountability Act))
privacy and security laws.

The EVV system must inc'1ae the following key data elements:

1. The t pe of service performed.

2. Thu individual receiving service.

3. Th: aate of the service.

~ Tke location of the service.

5. The individual providing the service,

6. The time the service begins and ends.
Arkansas requires dual verification for all EVV software. Palco has partnered with First Data in
providing AuthentiCare 2.0 EVV mobile solution which captures two means of verification through:

Mobile Application Capture. The mobile application is a free smart phone app developed by
the EVV vendor that captures the date, time and location of the attendant when clocking in
and out by using the smart device's GPS. It uses a WiFi connection or minimal cell data to
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send information. As an example, the attendant arrives at the home or starts the visit in the
community (shopping, medical, etc.) and before starting services, opens the EVV vendor's
mobile app to clock in. Some programs may require activities that were completed to be
checked off or an attestation and signature by the participant. After clock out, the daia is
uploaded to the network and sent to Palco where it is inserted into Connect.

Telephone Capture. Telephony or Interactive Voice Recognition (IVR) is a math ~d of EVV
used via the participant's landline phone”The attendant uses the landline nhor.~ tu call in at
the beginning of the shift and call out at the end. Calls are to a toll-free number and voice
prompts guide the entire process. At the end of the shift, the numbe is di. led again and
prompts are followed to clock out. Just like the mobile app, some prcxrams may require
activities codes and attestations which can be done using the t,uchtone phone.

An exception is a visit that lacks the 6 key EVV informaii~..a\ points

If the caregiver employee has a service interruption or loses the'r i nal due to a rural area, the
mobile application will still capture the six points of data ari 1 ho!J them within the application until
the device reconnects to a signal. It is important that those commonly facing signal loss monitor that
their time is uploaded into the Palco system by the er ¥ of *he pay period for timely approval.

CMS also defines how many exceptions an indiv.du.l can have. Exceptions are shift types that are
required to be within EVV, but are performe. ouwide of the system. Some examples include when
individuals fail to clock in or out and r.eed to r.ake an adjustment to their EVV time. Doing so flags
the item as not having all the requi ed vV information on it. CMS provides guidance to states on
how many exceptions a participa.'t ic allowed. Going over that limit may prevent payment to the
individual,

EVV REGISTRATION

During the enrollment p.ocuss, the worker and employer will complete an "EVV Registration Form”
where they indizate their choice of EVV method and provide the required details for Palco to register
them. The enro.’~en. «eam will process the information and enter it in to the Palco system.

On the fo'm, thuy will indicate if they are going to use the EVV Mobile Application or the EVV
IVR/Te eptiany wption. Based on their choice, they will need to provide either a device ID for their
smar. 9-.vice or the participants land line home phone number.

We require a unique email address for every worker, participant, and employer on the program.

No exceptions.
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1. When using IVR, the phone number must be a landline. This is to protect Palco from

ambiguous rules related to the location requirement of the Cures Act.
The burden is on the employer to pay back unauthorized claims if they do not "1pdate
their phone number with us. (FD does not know whether a phone number is a |.'ndline
or not.)
If there is a phone number associated with multiple participants, wher ti.~ worker calls

—into-the VR for check=in;the 1VR-will-give the worker-the option tc chouse (e
participant for whom they are providing services during that tim~
2. Device ID is a required piece to authenticate users. Users (workers) h ive to obtain their own

device ID and then send it to Palco, who then sends it back to the EV\ sve.em to verify the

user.
We only allow one device to be registered at a time »ar, ers-n. To change it, the
person has to complete the form again and send i ir
A worker may use their device for multiple partic, rartc
Technically, one device ID can be associated vith m .ltiple workers. Each worker would
need to be certain to login with their own app loyin information before checking in and
out. Each worker can only have one dev.-e ID tied to their profile. However, Palco does
not support this due to the comple; 1ii2< w..n requiring workers to log in and out of the
app. Therefore, if a participant wonts 1 worker to use an in-home device instead of the
worker's own device that has . .~~ - been registered with Palco, this will not be
allowed.

Information is processed via Intake when the enroliment is being processed, or directly into CMP for
updates. Palco will upload data to the EVV vendor each night and the worker and employer will
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automatically become registered within the EVV system. Urgent requests can be addressed by the
Account Manager who can make updates directly in the Authenticare EVV system when necessary.

Credentials for logging in will be issued with the good-to-go notification that is sent out or 1y the
Account Manager. Palco will not use IDs assigned by the EVV system or state. Instead, IDs necded to
login to the EVV system are the Palco-assigned Palco ID. We provide this to the EVM vindor upon
registration-of the-individual.-IDs-are-unique-by program; at very-least- Where-Palco-sc-ve . multiple
programs within a state, IDs are unique to the state.

e

. ___— Worker ID: Your Palco ID

——

Paszward h_"'“‘-'—’-m.H____‘_____ .
= —— Password: Provided by ralco
ey in your “good-to-go”
| Fstosta notificatior emyil
)
"

EVV Time Entry

For Medicaid programs, EVV is “he ".rim-ry method of entry. If someone partially uses EVV, they
cannot submit the rest of *.ie’~ tim. on paper. They must commit to 100% electronic time
submission.

Palco primarily partners wih FiServ/First Data to use their Authenticare application for EVV. This is
tied directly intc <. nnect for a seamless solution for users to be automatically registered by Palco,
as well as have *h~.: C.ta all within the Palco solution instead of managing two systems. This section
covers our solu'io, with FiServ; however, Palco's system is set up to accommodate other EVV
solutiors i the uture.
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Palco/First Data AuthentiCare Web Service Integration

Palco CMP Web AP First Data Authenticare
| | | =% Beneficiary Information |
Encoliment | | - “}
L — Service Authorizations i - Autléinrgﬁ;r:n?uto
e e, 4 e ==
— Worker information -
4
i’;‘gr'gz;' Captus Worb ¢
neck-Ins/Check-Ou
% . Genlneatinhe
I“_:rogram Servi — Check-Ins/Check-Outs » v
I Plan Vahdanons /
Geolocation
A % ——— Geolacations - Validations
l Blllmg & Payroll

When using the Authenticare application, fata is ni!led via automated process (via "job queue") to

Connect twice dai

If the visit is the the newest shift in th»

ly just after noon midr.i-ht. It comes over in Open status.
p-, neriod, a new Timesheet (Timesheet Header Record) is

created; otherwise, the existing p7y peric's Timesheet (Timesheet Header Record) is appended. In
the following scenarios with EV'/, \" ¢ virit data cannot be imported into Connect. Instead, the
timesheet data is populated on 2 repurt, and the user is sent an automatic notification.

The participant, empicver, ur worker does not exist in our system.

There is no

No author..

acti ‘e employer for the date of the claim/timesheet.

~tion e..ists that matches the service code of the timesheet.
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Is there enough in to info to create a
record (PAR, Worker, Employer, Valid
Auth, Time In/Time Out)?

EVV
Timesheets

——NO—

EVV Timesheet not
imported into Connect

l

YES

v

Import into Connect with
Pending Employer Approval
Status

Send through
validations

1
Results produced on v 'V !
Import Errc Repu *

p——

S~—

‘Ou -each (automatic
notification)

While the time is in open status in Connect, the worke- ma make edits to the time. Edits should be
rare and not done often. The more edits a timesh 2e., hax the more likely it will be flagged as out of
compliance. Employers should remember that JVV 's a federal mandate and manipulating the data
can distort the integrity. It is best practice . » i !'* v the guidelines of clocking in and out every time
via EVV and not having edits. In EVV, work :rs cre considered the creators of the timesheet.

At the end of the pay period, a jc ) ar. comutically closes the timesheet, and both the worker and

employer must approve it.

All employer apprcvals «.ve done within Connect. Some EVV systems, such as FDGS'
AuthentiCare, all~w en nloyer approval within their app, but it's not part of the standard Palco

implementatio,

When usi».; EVV, (mployers should not approve time via Connect daily and instead
should vai* »'ntil end of pay period to approve. This is to reduce the number of timesheet

heac .. ~ecords and notifications going out.

Rejec:iors by the parties close off the timesheet, and it loses all EVV data. To be paid, it must re-

entereu in Connect, and it is entered as an exception.
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START

Worker records

time via EVV O
platform and Lt TIMESHEET STATUS:
|

Worker logs into

time is inserted : “OPEN" e Connect Tivesweer Starus: ! |
into Connect Nt -—- - ’g " “NEeeps RESOLUTION”
AT A Warker submits to
paid on payday. I mployer {edits can
be made to time
entry if necessary)
oo TMEsHEET STATUS: -
b “UNDER :
| EMPLOYER/WORKER IR
‘ REVIEW” ’ '

IS STATUS:

“UNDER PALCO
REVIEW”

If an item does not pass all validaticns, ‘. will be rejected. The individual will need to add a new
timesheet to correct it; doing so vill “iag 1. as an exception. Once a timesheet is paid, no
adjustments to time can be a1ade.

For states that pre-bill, ~nare ator approval has to fit within the timeframe - or else we are going to
change the payroll sci.~du'e. As part of the base implementation, Palco does not round in the EVV
system. Any rounding is J'ane in Connect.

EVV data is ~*are 1 in an EVV table and is tied by key to the Timesheet table.

Conn.ct Time Entry

Connect is Palco’s external time entry system. Users can enter their timesheets online via this portal.
EVV visits are also visible in CMP. Connect is also linked to Palco’s EVV vendor via an automated job
system that allows visits to populate in Connect. Connect is only available to participant/employers
and workers. It is not available to anyone else, such as case managers, state/MCO staff, or Palco
staff. However, users with access to CMP can view externally entered Timesheet data from the CMP.
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Registering for Connect

After going through the enroliment process, employers and employees will receive a Good -to-Go
email detailing their information. (Palco ID, start date, EVV Login, Connect Registration link) To
register, they must click the link in the email and follow the instructions to login to the Conn act
Portal.

If they do not receive the-email- OR-do-not-open-the registration link-before the ~xpiratioi period of
30 days is up, they will need to fill out a Connect Registration Form. This form ~an he tound on the
Palco website under each program.

Issues logging in

In some cases, an Account Manager can generate a Connect Accruat L v v.ing the information in
CMP for both employers and employees. Cases should be create .vitr the information in CRM. The
Account Manager should then create the account and send the 'ag... Information to the recipient
with an email.

Passwords sometimes will need to be reset. Most of ti.= tire, the user can do this on their own by
clicking the "Forgot Password?" link on the Connect 2aiir screen. If the problem persists, there could
be other issues.

Common issues include duplicate ema’ ac drev-es being used, incorrect email address being used or
in CMP, no initial Connect set-up, c. us r error. Before creating cases, each of these should be
explored to determine the problem. ' no common issue is found, please escalate to an Account
Manager.

Both employers and w-~ar. must approve all time entered into Connect.
Each program has< its owt. Connect User Guide. For more information on special scenarios related to

all programs, \sit !.ttos://palcofirst.com/wp-content/uploads/2021/05/AR-CONNECT-FOR-EVV-
USER-GUIDZ !N, L.pdf

To vigit conwazy, go to https://connect.palcofirst.com.
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Editing Time in Connect

Workers or employer can edit their time via Connect for both timesheets that originated in Connect
or originated via EVV. Select the shift and click either "Edit" to change the time or "Delete" to
remove it from the timesheet.

If editing, select the service type from drop-down. From there, make the appropriat= t. ne crrrection
~ to the time.
2018.10-2¢ Monday

B lanes 0 Fatkly Homss |57 Dot

mirumierks] finvies of Baks Lorg

TIME ENTRY FOR: SUNDAY 2018-JUL-08 TIME ENTRY FOR: SUNDAY 2018-0CT-28

SeiREt Juthorgaton
SLPEN Suppoeted £

DALY brdsartserital ¢ ATrvities of Datly Liviogt

START NIME

INDTIMF

Akt v = .

— —_—

After the timesheet is submitted, the urer vili be asked to verify their entry. It then is sent to the

other party for approval.
Vo N

SUBMIT FOR APPROVAL?

Once you submit this timesheet you will no ' .. “bo able . sddiedi antrios to it

This timesheet will now be sumitted for anoreval -

Statuses in Co.rrec
When viev ing i'musheets, a user will notice different status’ that will let them where the timesheet is
in the riocass o payment

e (Cnen - an open timesheet is one that has not been submitted. These are still able to be edited
or deleted.

* Needs Resolution - after being approved, these timesheets go through timesheet validation
checks to determine if the timesheet is able to be paid out. Examples that would cause this

e status could be going over budget or using too many units, duplicate entries, overlapping
services, OT, etc.) This means that the employee will need to fix the issue and resubmit for
approval.
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* Pending Employer Review - The employee has submitted their timesheet for approval and are
waiting on the employer to approve or deny the timesheet.

» Pending Employee Review- The employer has added or edited time and this must be pproved
by the employee before being resubmitted.

» Pending Palco Review - Both employer and employee have checked and submitted the
timesheet for approval by Palco. The timesheets will go through validation chec's to
‘determine if this timesheet can be paid or denied.

* Approved for Payment - The timesheet has passed validation checks ar- is an track to be paid-
on the next payroll cycle.

* Paid - The timesheet has been paid to the employee via their preferre.! n=yment method.

Viewing Time Entry in CMP

Internal users, like Palco staff and state/MCO partners, can view “-_ ti 1e from CMP under the

Account Info tab.
FHNN; ;

ID#: 061702 [ HOLE®
iy QElEl  Panicipant NOTES | MEMBERS

© TIMESHEET OVERVIEW

SELECT A PAY PERIOD: 2020 v Jonuary v 2020 4.01- '20-01-16 v SEARCH

B Account info TIMESHEETS FOR 2020.01-01 aee
|
EETIRRREY. W T m— 01/07(2020 1740 _ A\AnneoMarie _06217)-087AD0
" Pad Al he, ALAnneatdarie  46.43 Connect 01/07/202017:4%  AlAnneaMarie  062172.8C778C

TIMESHEET EVENTS Fr . 06217 LB7ADL

TIMESHEET ENTP® 5 FORh  .171.087 U0

Events will display eaci. of “he statuses the timesheet went through including the date/time stamp.

* TIMESHEET EVEMN. > "OR 0621 /1-087AD0 SHOW ALL TIMESHEET EVENTS u
Staty Changed: Paid 01/22/2020 14:51 JLjake
Status Changed: Approved for Payment 01/22/2020 10:46
Status Changed: Pending Palco Review  01/14/2020 19:47 JUulian
Status Changed: Pending Worker Review 01/14/2020 18:42 ALAnneaMarie
Status Changed: Open 01/07/2020 17:40 ALAnneaMarie

Entries will display each of the shifts including the date of service, start time, end time, service
utilized, total hours, and the time stamps associated with the shifts entry.
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TIMESHEET ENTRIES FOR 062171-087AD0

AUTHORIZATION  ALL v

DELETED

01/14/2020 12:00 AM 10:00 AM
01/13/2020 03:00 PM 11:59 PM
"""" OWTI72020 TZ00AM T 1000AM
01/10/2020 03:00 PM 11:59 PM
01/08/2020 12:00 AM 09:00 AM
01/07/2020 G3:00 PM 11:52 PM
01/04/2020 12:00 AM 09:00 AM
01/03/2020 03:00 PM 11:59 PM

CDASS1
~ CDASS2
CDASS1
CDASS1
CDASS1
CDASS2
CDASSY

8.983333333
10
8.983333333
9
8.983333333
9
8.983333333

D1/14/2020 18.42
01/14/2020 18:47
0171472020 18:40
01/14/202G %39
01/1 ,z2uz. 1B..0
01, 17/2020 1 45
01/6 2020 7:44
01/07/2020 17:41

ALANnr 2aMarie
.’ ineaMarie
ALAnneaMarie
ALAnneaMarie
AlLAnneaMarie
ALAnneaMarie
ALAnneaMarie

Accessing Reports in Connect

In addition to being Palco's time entry system, the Connect Poi*al :'.o provides valuable reports
for supporting the journey of self-directed services and sup,orts Two of those features are

Spending Summaries and Payment Details. Both reports can be accessed by logging in
to the Connect Portal: https://connect.palcofirst.comy.

* Spending Summaries provides quick in’orn ation to help you easily track your utilization.
* Payment Detail provides both the € “1.iC; r and employees with access to pay stub

information and history

Spending

Spending details are availabl~ anly .~ .ne Employer. To access, login to Connect and select

"Spending"” from the tool Lar in e top right of the screen.
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HOME TIME ENTRY PAYMENTS SPENDING 5lGN OUT

Once on the spending screen, you can enter the details for the date span you wonld like see.

— " Ifyou gre an'employer for multiple participants, choose T
the participant you want to see utifization for.

\ Enter the start and end do. > -, the span you would
PARTICIPANT: Jane Doe v ) like to see, you car foc' s on one specific month or pull
your entire cert:fzav o rzriod if you want to see more
SERVICE DATES FROM:  09/01/2020 info.
SERVICE DATES THROUGH:  0=/30/2000 Under .‘floca ion Type" you can select either Funds
/._—, which will display dollars or Units/Hours to display the
ALLOCATION TYPE:  Funds v number of hours used.
ey Once you have set up alf of your search criteria, hit
Submit.

palcofirst.com/arkansas | 49



Once you click Submit, the details will display.

HOME TRE ERCTEY FATHENTS FEHCANG

Period Spending
TERVCEOMNES O Starting Allocation will display
et i your fuil monthly budget amount.

Ri DL ANTIR TV Ld

PN
m Memzivany, 4200
Ut W

The bottom bar will display the total amount s;':m v g total amount remaining for the month.
You will also see the percentu, e ¢ the budget that was utilized.

If you spent more than yo . all wated budget the bar wifl display red. Example:

wring: o4

~ Y.
If you want to see multiple 1.-onth. or your entire certification period, enter those dates and
multiple months will disi.'ay..".. the bottom of the results you will see a section called Period
Totals. This section wili ot ! up all of the months within your search criteria and give you a
overall snap she. o’ spenaing.

w,

T IRUE” waones cate Service
Tosal Speper 108
Tetsl Rwmaining: 80382
Tots! Utlized: 81.28%
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Payments
Payment details are available to both the Employer and the Employees. To access, login to
Connect and select "Payments” from the tool bar in the top right of the screen.

HOME TIME ENTRY PAYMENTS SIGN QUT

Once on the payment screen there are many options and things you can do.

Select the time frame for what

if you are an employer with + \uitiple
stubs you wotild fike to see iy ploy: ¢ ultip

employees, you ca’ select tie
Payments \ / employee you vish _o see.
Choose the History from:  Lam O3z v For lane Dor g
block triangle > PAYMENTISSUED NETTOTAL PAID TO Cher No:B417
on the [eﬂ- to fune B 2020 §1437.98 tot fhaw FErY U0
expand the pay j PAVMENTISSUED  WETTOTAL  PAIDTO Chaek Nos 7802
stub you would May 32,2020 5143298 Yo D ——
like to see more ; —
. PAYMENT ISSUED NETYOTAL PAID YO Check Nae 71533
details on P ey, 2020 s - i
{shown below). pmannS—
> BAYMENT ISSUED NETTOTAL PAIDTO Chack Nos 6609
Ani 23, 3020 $133208 - o
> PAYMENTISSUED NETIOT . P DTO Eheck Ne: 5175
Agrit 8, 2020 $1420.5 lano Dow osw 3Tt
> PAYMENT ISSUED  SETT (AL  haiDTO Chwck No: 5511
Warer 23, 2020 5 196 e Dow Ve Tt
Paymentr< By clicking on the
Fistary fo: r ~ lrom: blue "View Stub"
JA DOE
/’" ‘*wnmem. “UED NETTOTAL PAID TO Chack Not 7025534 link, a pop up
1 430, 2024 532743 JANE DOE wew | will open with
Within the I .
exoan d g ] « BSCRIPTIDN THIS PAYROLE YEAR YO DATE f U” StUb detaﬂs
exp EANAINGS and ability to
)
disple *n are Artendant Cate $117.50 §1444.57 print_
det is 0 the™ | rersonal care services $345.25 $4213.28
payme. * can be $462.75 $5658.45
seen DEDUCTIONS $135.21 -$1520.68
NET PAY 5327.45
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Reports

From the information captured by our database, we will be able

to create reports based on the individual, Supports Coordinator,
- date of service-beginning-and-ending-time-of home-visits,—skitls

attained, and whether the referral remains in pending, transition,
or active status. Examples of case exception reports may include,
but not be limited to, the following:

Referrals without a status report at 30, 45, 60, 70, and 80
calendar days post- receipt of referral from DPSQA.

Supports Coordinator caseload sizes

Regional Manager caseload sizes to determine when = Recional Manager's caseload size
exceeds the ability of the Regional Manager as determinied by the contractor.

Employers with three or more IBHM visits withir. a 1_-month period; and,

Number of FBHM visits during a specifi~d > 10a of time.

Monthly Reporting to DPSQA

Outcomes of monitoring includec in .ne nionthly report to DHS will be used to improve training,
Support Coordinator perform.nce, 27 management oversight of the self-directed model. By the 8th
day of each month, Palco L-oviacs DPSQA with a monthly report of the previous month's activities
about the SDSB popula’’~» w'ich includes, at minimum, the following:

Key SDSB Work F.=n uctivities and related performance metrics or quality assurance and
improver.en ' issues;

Staffi=z le “els, including personnel changes, qualifications of new personnel, and information
abc ut vacancies in staffing, including number of days the position remained open;

M~-nayement oversight;

1.2ining of counseling staff and participants, including remediation efforts and corrective
action plans implemented;

Referrals, including the status of referrals that may require an extension;

Enrollment information about individuals seeking to self-direct or changes in enrollment
status;

Orientation of new participants;
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Summary of Palco staffing levels;

Changes in Palco organizational information (i.e., phone number or address changes, changes
in ownership, etc.);

Instances of IBHM by employer, county, and Supports Coordinator;

If a participant has had three (3) or more IBHM in a 12-month period, this m 'st he nrted
-along with the date of each-occurrence;-

Monitoring of participant outcomes, including individuals who requirs au ‘it."nal training and
home visits and how this training was executed;

Transition services when applicable;
Results of participant satisfaction surveys;
Quality assurance and quality improvement initiatives;

Instances of abuse, neglect, exploitation, or fraud, i: <ludir 3 situations that resulted in reports
being made to APS or CPS (Child Protective Services);

Instances referred to the Office of Medicaid In.necter General; and,

Health and safety concerns.

Palco will inform DPSQA staff daily and ".. wt.*ing of the following:

A change from a pending tc an a tive status;
A referral resulting in IA-
Status of eligibility for the self-directed service delivery model; and,

When a case stat . :~> ges from an active status to an inactive status.

A single reques* ro. documentation shall be provided to the state within one (1) business day. Stored
data will be ava''=vie (or retrieval and will include date and time of home visits, name of the
Supports f.ooru naor, description of the service provided or description of the findings relative to
the FBFM ~r IBE.M.

Annual «nd State Fiscal Year Reports
Palco provides annual and state fiscal year reports to DHS. These reports summarize the year in
review and include the results of the following activities:

The number of employee W-2's issued.
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The number of employees not reaching the threshold limit at year-end with an accounting of
the amount of funds redistributed to employer and employee accounts or returned to the
Medicaid program.

An unduplicated count of individuals receiving goods and services, total expendit:=2< and
type of services purchased by category.

An unduplicated count of Medicaid recipients receiving services-and-an unduy.'ice*e . count of
employees providing those services.

The average annual service benefit and the average annual payment: to er.-piuyees.

The annual report is due to DHS on February 28th of each year. The .tat- fiscal year report is due
July 8th of each year.

Complaint Report

Palco provides DHS with a report of calls registered as comp'ain*s on the 8th of each month. The
report includes the identity of the individual by nam=, the employer, and when applicable the
employee’s name and contact information, and the sta s =7 the complaint. If a complaint cannot be
resolved within 15 days of the complaint or is rec.'rr'..; DPSQA is immediately notified via email.

New Hire Report
Employers are required by Arkansas [uw t- =2nort all new hires to the Arkansas New Hire Reporting
Center. Palco submits new hire rerorts t.~ SDSB caregivers.

New hire reports are submit’.eu elect, onically through the Arkansas New Hire Reporting Center’s web
portal here: www.ar-newhire.com

Act 1276 of the Arkansc: Goneral Assembly requires all employers to submit their new hire reports
within 20 days a”«c the ernployee is hired or re-hired.? Employers who submit reports magnetically
or electronicali, s'.aii .ubmit the reports in two monthly transmissions not more than sixteen days

apart.

Surveve

Participent satisfaction surveys are conducted annually on all Medicaid recipients in the self-directed
model to assure that all aspects of program design are meeting the needs of our clients and to
gather information about how well various program elements are working. In addition, call center
staff will survey a population of participants, representatives, workers, and other key stakeholders on

9 Arkansas Employers must report re-hires, or employees who return to work after being laid off, furloughed, separated, granted a leave without
pay, or terminated from employment for 60 days or more. Employers must also report any employee who remains on the payroll during a break in service
or gap in pay, and then returns to work. A rehired employee includes any individual who has been separated from employment for 60 consecutive days
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a monthly basis. Results of each of these surveys will be stored in the database, so that the
information can be collated and compared for emerging trends and patterns that would indicate a
need for program modifications.

The annual survey response rate shall be completed on 75% of the employer population and <% of
the employee population, with results of the previous month’s survey reported in the , 0st current

— monthly reportdue by the 8th of each month. A year-to-date percentage of survevs ¢ "m,.ieted for
each group by calendar year and by State Fiscal Year must also be included ir *he montnly report.
Palco will compile the results of the surveys and provide the year-to-date [ 2rcen.age of surveys
completed for each group by calendar year and by State Fiscal Year. These re-ult, must also be
compiled and reported in the annual report due on July 1° of each yrar 2nd give SFY results in the
July 8 monthly report including any Financial Management Service- i «ngr s that resulted from the
surveys.
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Ongoing Support

Customer Support

“Therole of the Palco customer service team is to provide support to self-directing Pa tic.~ants and
their Authorized Representatives. The Palco Customer Support team provides kno leayeable trained
staff Monday — Friday from 8am-5pm. Each team member is trained on the ollow'ng.

Providing accurate information.

Reporting any suspicion of fraud/waste or abuse.

Beginning the enroliment process with a beneficiary thro'.gh = o, -.creen application.
Assisting with questions regarding status updates, changes, ~* inquiries.

Updating demographic information for anyone listed ~n t'.e account.

Answering payroll questions.

Informing participant/caregiver of missing to. ~s «.1at may be holding up their enroliment

Mandated Reporting

Palco staff are mandated reportere of cr."ical incidents, fraud, and abuse.

A critical incident must be repc-ted 1. imediately. If the event is immediately life threatening, call
911. All other events shall L~ repc-ted to the CM (Case Manager) or other proper authorities (APS if
the matter involves an a *ui. o> 1 CPS if the matter involves a child) within 24 hours via the Critical
Incident Reporting forn  T: is form must also be saved in the individual’s case files. When needed,
follow-up must 7 cir within 48 hours.

All critical Incii=n. reports are considered confidential by state law and must be treated as such by
Palco s*af.

Discove 'v of suspected fraud and abuse will be reported to the Office of the County client resides in.
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Additional Resources

AR DHS
AR Medicaid Provider Portal

IndependentChoices Policy Guide

ARChoices Policy Guide

Billing Manual

DHS policy 1082
A.CA. §20-77-128
AR Code § 20-38-105
AR Code § 20-38-103

EVV Registration
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Category

January 2023

Contract

Initiation Phase

Planning Phase

Design Phase

Development Phase

Testing Phase

Training Phase

Implementation Phase

Operations Phase

Milestone

February 2023

March 2023

April 2023

May 2023

June 2023

July 2023

|

Contract Phase

Initiation Phase

[ Planning Phase

)

l Development Phase

Tesing Phase

L

Training Phase

)

Implementation Phase

)

Operations Phase

Milestone {Go-Live)
- k
|




D PALCO Implementation Plan Details

Activity Estimated Days Estimated Hours Assigned to Palco Department
Contract Phase
Notification of Award 1 Day 8 Alicia Paladino & Mark Biviano Leadership
Contract Negotiations 1 [ray 8 Alicia Paladino & Mark Biviano Leadership
Contract Execution 1 Day 8 Alicia Paladino Leadership
Initiation Phase
Organize and attend Kickoff Meeting to identify programmatic goals and core operational guidelines 5 Day 80 Amelia Barnes & Victoria Evans Operations
Schedule Transition Meeting with exiting VF/EA & VF/EA (Palco) to agree on transition process. 1 Day 8 Amelia Barnes & Victoria Evans Operations
Closeout Coordinator Identified with Exiting VF/EA and any other necessary key staff for the transition. 1 Day 8 Amelia Barnes &Victoria Operations
Secure File Transfer Portal (SFTP) established between exiting VF/EA & VF/EA (Palco) 1 Day 8 Mike Brower IT Department
Enroll as a West Virginia Medicaid Provider 1-2 Days 8 Paula Soll Billing Department
Recruit and Hire Customer Support Agents and Resource C Itants 60 Days 120 HR, Toni Rose & Victoria Evans Human Resource Dept.
Research state tax and labor laws and forms related to d ic employment and payroll taxes 1 Day 8 Stephanie Gallagh Payroll Department
Planning Phase
Define Palco’s Implementation/Project Team 1 Day 8 Alicia Paladino & Mark Biviano Leadership
Review, Define and document RFP Deliverables S Days 80 Amelia Barnes & Victoria Evans Operations
Confirm new Portal training & dates 1 Day 4 Cody Waits Palca Training Dept.
Draft West Virginia Customer Support scripts and FAQ 24 Days 30 Toni Rose Customer Support
Paico Draft "Welcome to Palco” notice to Clients / Authorized Representative-Employers and Aides 1-2 Days 8 Victoria Evans Operations
Palco Draft Support Broker Introduction letter to Participants/Representatives. 1-2 Days 8 Victora Evans Operations
Gather new report requirements 14 Days 40 Cayle Cox |IT Department
Gather requirements for Connect {Palco Time Entry System) application 14 Days 40 Cayle Cox IT Department
Gather requirements for Palco Case Management Portal {CMP) application 14 Days 40 Cayle Cox IT Department
Gather requirements for Palco's online enroliment application {intake) 14 Days 40 Cayle Cox IT Department
Initial IT development discussion for program Application development and planning 3 Days 24 Cayle Cox, Mike Brower, Jeff Leis IT Department
Palco creates and provides data transition templates 2-3 Days 24 Amelia Barnes & Kady Predota Operations
Operations & Enrollment
Palco to Finalize Enrollment Forms and Packets with state feedback. 7 Days 28 Victoria Evans & Cody Waits Department
Operations & Enrollment
Palco to provide draft packets to state for approval - Employer Transition, New Employer, New Employee 7 Days 28 Victoria Evans & Cody Waits Department
Design Phase
Document standard inbound call verification protocol 1-2 Days 12 Toni Rose Customer Support
Create and Document Resource Consulting Policies, Procedures and Training Processes 14 Days 80 Victoria Evans and Lexi Harris Operations
Create Commucation and Marketing Plan S Days 40 Kady Predota Operations
Develop Marketing Materials 5 Days 40 Kady Predotal QOperations
Palco create billing process 1- 2 Days 16 Paula Soll | 8illing Department
Palco create payroll process 2 Days 16 Stephanie Gallagher & Taylor Johnson |Payroll Department
Palco to writes specifications for Intake application S Days 40 Cayle Cox IT Department
Palco writes specifications for CMP application 5 Days 40 Cayle Cox IT Department
Palco writes specifications for Connect application S Days 40 Cayle Cox IT Department
Palco writes specifications for new reporting requirements 5 Days 40 Cayle Cox IT Department
Palco writes specifications for EVV
Draft Business Rules and Process Flow Document 5 Days 40 Victoria Evans Operations
Review Reporting Requirements and Specifications with the program 1 Day 8 Cayle Cox IT Department
[Finalize Client tracking sheet & SFTP data fields for data transfer 2 Days 16 Amelia Barnes Operations
|Review staff recruitment and training process timeline 1-2 Days 12 Amelia Barnes & Victoria Evans Operations




Develepment Phase

Publish West Virginia information on the Palco website with program forms and resources 5 Days 40 Kady Predota Operations

Palco configure CMP application for program (Case M Portal) 30 Days 180 Jeff Leis & Mike Brower |IT Department

Palco configure Connect application for program (Onfine Timesheet Portal) 30 Daye 180 Jeff Leis & Mike Brower IT Department

Paico configure Intake application for program (Online Enrollment Portal) 30 Days 180 Jeff Leis & Mike Brower IT Department

Palco develop new features for CMP application, if necessary 30 Days 240 Jeff Leis & Mike Brower IT Department

Palco develop new features for Connect application, if Y 30 Days 240 Jeff Leis & Mike Brower IT Department

Palco develop new features for Intake application, if necessary 30 Days 240 Jeff Leis & Mike Brower IT Department

Palco devlops EVV to West Virgina's specifications 30 Days 240 Fiserv IT Department

Palco develops new reports 30 Days 240 Jeff Leis & Mike Brower |T Department

Testing Phase

Palco test CMP Application 5 Days 40 Mike Brower IT Department

Palco test Connect Application 5 Days 40 Mike Brower IT Department

Palco test Intake Application 5 Days 40 Mike Brower IT Department

Palco test Reports S Days 40 Mike Brower IT Department

Palco Test EVV setup 5 Days 40 Mike Brower IT Department

Test Call Center Configuration and Activate 1 Day 4 Toni Rose 1 Customer Support
Test Disaster Recovery Plan; include schedule and resources 1Day 8 Jeff Leis & Mike Brower IT Department

Test payroll system and new hire reporting 3 24 Stephanie !Gallagher & Taylor Johnson |Payroll Department
Timeframe for computer networks to be installed and tested 7 Days 40 Mike Brower IT Department

Training Phase
Train Support Staff including Resource Consultants on Palco systems 30 Days 120 Cody Waits Training Department
Provide Resource Consulting Trainings to Participants/Representatives 30 Days 120 Cody Waits & Lexi Harris Training Department
Create training materials for all systems 10 Days 40 Cody Waits & Kady Predota Palco Training Dept
Train Clients/Employers on Palco systems 30 Days 120 Cody Waits Palco Training Dept
Train Customer Support Staff on West Virginia program policies and procedures 30 Days 120 Toni Rose Customer Service
Train Employees on Palco systems 30 Days 120 Cody Waits Palco Training Dept
Train Financial Operations Specialists on program policies and procedures 10 Days 40 Stephanie CLaIIagher & Taylor Johnson |Payroll Department
implementation Phase

Palco CMP Application Live Updates Go-Live 1 Day 8 Jeff Leis & Mike Brower IT Department

Palco Connect Application Live Updates Go-Live 1 Day 8 leff Leis & Mike Brower IT Department

Palco Intake Application Updates Go-Live 1 Day 8 Jeff Leis & Mike Brower IT Department
Demonstrate all outstanding issues have been addressed 1 Day 8 Amelia Barnes Operations

Review database modification to meet all requirements of this contract 1 Day 8 eff Leis & Mike Brower IT Department

Alicia Paladino, Mark Biviano, Jeff Leis

Review the contingency plan for operations during an emergency situation 1 Day 8 & Mike Brower Leadership & IT Dept.
Perform Readiness Review to demonstarte completeness 5 Days 8 Amelia Barnes Operations

Receive Readiness Review Approval 1 Day 8 Amelia Barnes Operations

Operations Phase

Confirm with exiting FMS 2023 Pay Schedule dates are correct 1 Day 8 Taylor Johnson Payroll Department
Print any required forms that will be unable to be completed web-based and prepare mailing plan 10-15 Days 40 Cody Waits: Enroliment Department
Collect Transition Enrollment Paperwork for EORs and Employees 45 Days 400 Cody Waits Enroliment Department
Configure automated triaging of common CS calls 1Day 8 Toni Rose Customer Support
Configure call queue (e.g. general inquiries, Spanish speaking, after hours VM) 1 Day 8 Toni Rose Customer Support
Configure IVR systems and call prompts 1 Day 4 Toni Rose Customer Support
Establish a dedicated toll-free telephone number with valeemail and call queue capabilities and the capacity to track all communications from

any source 1 Day 8 Toni Rose Customer Support
Establish designated Toll Free E-Fax account 1 Day 4 Toni Rose Customer Support
|Eitablish EFTS account for Federal Tax Deposit, banking, funding, program funds, adminstrative fees 1 Day 8 Stephanie Gallagher Payroll Department ]
[Establish/setup Accounting system and general ledgers 2 Days 16 Stephanie Gallagher Payroil Department
[Establish relevant email accounts 1 Day 4 Mike Brower IT Department
JEstainsh TDD/TTY line 1 Day 4 Toni Rose Customer Support




1st data transfer via SFTP using Template

1 Day 8 Amelia Barnes Operations
2nd data transfer via SFTP {Changes to legacy data & New Client / Employer / Employee data) 1 Day 8 Amelia Bar‘nes Operations
3rd data transfer via SFTP using Template (Changes to legacy data & New Client / Employer / Employee data) 1 Day 8 Amelia Barnes Operations
4th data transfer via SFTP (Utilized funds) 1 Day 8 Amelia Barnes Operations
Sth (Final} data transfer via SFTP (Client/Employer/Employee names, Demographics, and Final 2023 gross wages) 1 Day 8 Amelia Barnes Operations
Transfer SUTA log-in information to Paleo 60-90 Days 650 Stephanie Gallagher Operations
Mail Resource Consulting Introduction Letters 2 Days 8 Victoria Evans Operations
Resource Consultants make Introductory phone calls to Participants/Representatives 30 Days 360 Victoria Evans Operations
Send out Transition Enroliment Paperwork 10 Days 40 Cody Waits Enroll Department
Milestone
Start of first payroll with Palco 1 day 1 |'Stephanie Gallagher IPayroII Department
First Payroll Processed and Paid Out 7 days 40 |stephanie Gallagher IFayroII Department
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PALCO o
West Virginia Personal Options
Employer Enroliment Packet

rms you need
e make sure to

Thank you for choosing Palco to direct your care. This packet contains all th
to enroll as an employer in self-direction and begin paying your worker. P
follow all directions in this packet. )

You must complete and return:

VW-ARI-001
Release Inform

O Member Referral & Intake O

[0 Designation of Surrogate
Representative/Employer (Optional)

O Representative/Employer Responsibilities £
Attestation

OO0 Representative/Employer Authorizag IRS Form 8821

Agreement BN
O WV 2858 Authorization of Power of Atiinel

Failure to return these forms will a8 eni< it. We encourage you to use the checklist
above as a final reviewsi: ‘ms to Palco. The other documents, including
information on how to; = 0 3,2 payment schedule, Palco's Notice of Privacy
Practices, F.A.Q. and s ] anal Torms, are for informational purposes only and do
not need to be returned & Palgl ~oompleted paper forms by fax, email or mail to Palco

Fax: 501-821-0045
mail: enroliment@palcoirst.com
Palco, Inc.
Attn: Enrollment
P.O. Box 242930
Little Rock, AR 72223

Visit our website to download an intake form OR contact customer support to get connected to
an enroliment specialist. You must complete a consent form before receiving an email with your
login instructions. Follow the instructions in that email to complete your enroliment.

Should you need any assistance during this process, please contact a friendly customer
support representative at 1.866.710.0456 or info@palcofirst.com.

We look forward to serving you!

Sincerely,
The Palco Team




Freguently Asked Questions

Palco serves individuals who participate in the self-directed model by providing various financial,
customer support, and informational services. Below are frequently asked questions to help you
understand our processes, your requirements, and how to receive assistance.

How do | complete forms if | am unable to sign?
We encourage you to enroll online, as there are plenty of accessible options g
if you are unable to use our online system, you may either sign with a
witness legibly sign the document on the line above the ‘witnessed by'.,

ur website. However,
or a mark, then have a

What if | need assistance in completing forms?
Online enroliment is the easiest method for completing forms. Palco custo @8gents can
assist you in gaining credentials to enroll online. Or, if you would prefer our stafi . pdWide in-person
assistance with completing forms. '

When can the worker begin providing services? V4
Palco will notify the employer and the worker once adi Zquireri welroiiient have been met. The
date of this notification is the date work can begid, o/ e& or to that date will not be
paid by the program. < &

Can a worker provide services to multiplk e &, 7
Yes. However, a worker must abide by all progiaiig % cially those regarding overlapping claims
for payment of services. N 3

Workers may be employed by as marigmmp
working for a new employar, 0
However, some requiren
copy of Social Security
background checks can alsi
understand all thassaguireme

3= KSWrnust be completed, Just like getting any new job.

Uil depending on the circumstances, such as providing a
meigation related to receiving direct deposit. Generally,
- o sure to check with your program rules to make sure you

What happi'is i rker sty s providing services?

Anytime al orker AENSNRVidy service, Palco must be notified via an Employment Separation
: 1"n olr website. Even after termination, workers should keep Palco aware

of any changes in contact isbrmation throughout the year, so that we can send correspondence, such

as W-2s, to the CQiEe

How does a participant change an employer of record?
A Designation of Surrogate Employer form must be completed. Be sure to include the date of the
change at the top of the form.

How does an employer of record change impact existing workers?
Workers must re-complete some new hire forms, such as the 1-9. Palco will notify you of the
requirements. Be sure to complete any required forms so that your pay is not impacted.

Page 1 of 2
EN- -FAQ-1.0




PALCO

Palco may receive and create records concerning your medical and individually identifiable information (“PHI")
and is required to maintain the privacy and security of your PHI. Please read this notice carefully. If you have
questions or concerns, contact the Palco Privacy Officer at privacy@palcofirst.com. Palco will only use and
disclose your information as allowed by law and as described below:

Notice of Privacy Practices

information to provide
's’-campensation and
4 ¢ may disclose
n you and/or your

- Help manage the health care treatment you receive. We may disclose
treatment and administer services, including performing-assessments.-issuingé
administering similar programs, and recommending services in somegl
information to others who implement your health services. We may col
designated representative (e.g., surrogate employer or authorized user). All e v .
Palco is encrypted and secure. By emailing Palco with your personal email accou afiine risk that
your correspondence may not be encrypted, nor secure. , v

« Run our business, including payment for and administratit eNges. We may use
and disclose your information to receive and issue payment on

agiired by your program.

States Department of
. Palco Wi dired by law to comply with
aiyecurity. Pal€o may be required to disclose

« Comply with federal and state law, including invs
Health and Human Services (U.S. DHHS) and lay
investigations by regulatory bodies and issues invéi
your information to coroners and other officials: '

« Respond to legal actions and health overd
may be required to respond to requests, IgHeE
regulatory matters. L

- awsuits or quality assurance reviews. Palco
ery, subpoenas, audits, and other legal or

You have the right to:

Palco will seek your approval to discloSii] ¢ s not required at law, and you may reject disclosure.
* Receive this notice of pgi iCh Ca¥request a copy of this notice or view the posting at
' ke INgliegram manuals, as applicable. Palco can change the terms
of this notice at any time. (% il of your medical records. Direct complaints to the Privacy
Officer or the U.S. DHHS. B
* Review and receive copie{ afd ords and a list of disclosures. Requests must be on a Request
3 ‘ with a copy or summary within 10 days of receiving your request.
i tost-based fee for collection of the records, including postage and labor.
Palco marej - required by law.
pents '- ur Yecords. Requests must be on a Request to Amend Sensitive Information.
APy or summary or a rejection within 15 days of receiving your request.
{0 alternate format or restrict access on your records. Requests must be in
PRdditional Privacy. We will provide you with a copy or summary within 15 days of
receiving your request. We may reject or terminate the request in certain limited cases and will notify you of
rejections and terminations.
* Be notified in case of a breach of your sensitive information. You will be notified within 60 days by the
Privacy Officer.
* Choose someone to act on your behalf with regard to your records. You must com plete the appropriate
forms and information to designate Authorized Users in order for those individuals to communicate with
Palco on your behalf.

EN-000000-NPP-1.0




Can someone correspond with Palco on my behalf?

Federal and state privacy laws prevent Palco from disclosing personal information to unauthorized
individuals. Palco will only correspond with workers about that worker’s particular account. Surrogate
employers may receive all information about the worker’'s accounts and information about the
participant necessary to carry out employer roles. Participants have unlimited access to information
held by Palco on their account. Participants may appoint an authorized user by completing an
Authorized User Designation form.

What if a worker doesn’t receive the funds on the scheduled payday? '
For direct deposited payments, please allow sufficient time for the pay to desSit into your account. We
recommend allowing 24 hours after paydayfor the deposit &

Will the worker receive a W-2 at year-end?
W-2s are available January 31. If receiving the W-2 by mail, please allow o\
attendants receive a W-2. Workers who earn less than the annaial domestic se

o lelvery. Al
old, per IRS

The fastest and easiest method is to log into youlh id change your information. Otherwise,
you must complete the appropriate form _ il viax it to Palco. All forms are found at
palcofirst.com. For name and contact inforrid ¥, charighis, complete a Change of Information form
and attach documentation to show proof of naiiis @ :
or marriage license. For withholding.c .
To change payment information,
contact Palco customer support.

an IKE'W-4, or Payroll Information Worksheet.
psit Authorization. For any other changes,

How can Palco be contaate
Palco Customer Support¥

Page 2 of 2
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PALCO PAYMENT SCHEDULE - 2023

West Virginia Personal Options Program

B Payments
Service Period ~ Timesheets Made by Palco
: Due by 12 am _by 5pm__

MONDAY

Start Date End Date

SUNDAY

TUESDAY
Deadline

id O

Octobe

2023

ctober 22, 2023

—January 2, 2023 January 15,2023 January-17,2023— h/: 2023
January 16, 2023 January 29, 2023 January 31, 202
January 30, 2023 February 12, 2023 February 14, 2023
February 13, 2023 February 26, 2023 February 28, 2023
February 27, 2023 March 12, 2023
March 13, 2023 March 26, 2023
March 27, 2023 April 9, 2023
April 10, 2023 April 23, 2023
April 24, 2023 May 7, 2023 May 19, 2023
May 8, 2023 May 21, 2023 June 2, 2023
May 22, 2023 June 4, 20 June 16, 2023
June 5, 2023 June 18, June 30, 2023
June 19, 2023 July 2, 20 July 14, 2023
July 3, 2023 July 16, 202 July 28, 2023
July 17, 2023 , 2023 ugust 1, 2023 August 11, 2023
July 31, 2023 3 ugust 15, 2023 August 25, 2023
August 14, 2023 Aug ; August 29, 2023 September 8, 2023
August 28, 20 Septemb 2023 September 12, 2023 September 22, 2023
September 11, 2 ber 3 September 26, 2023 October 6, 2023
September 25, 20 023 October 10, 2023 October 20, 2023
November 3, 2023

October 24, 2023

November 5, 2023

November 7, 2023

November 17, 2023

ovember 19, 2023

November 21, 2023

December 1, 2023

ecember 3, 2023

December 5, 2023

December 15, 2023

December 17, 2023

December 19, 2023

December 29, 2023

Deember 18, 20, |

December 31, 2023

January 2, 2024

January 12, 2024

time submissions and mistakes may result in late payment!

PALCO

2023 Office Closures

New Year's Day - Monday, January 2*
Martin Luther King, Jr Day — Monday, January 16 Columbus Day — Monday, October 9

President's Day — Monday, February 20
Memorial Day - Monday, May 29*
Juneteenth Day — Monday, June 19
Independence Day - Tuesday, July 4*

* Palco Office Closures

Labor Day - Monday, September 4*

Veterans Day — Friday, November 10
Thanksgiving - Thursday-Friday, November 23-24*

Christmas - Monday, December 25*

EN-310000-BWS-1.0




PALCO

Please use the instructions below to complete the attached Palco forms in order to
become an employer through the West Virginia Personal Options Program.

Instructions for Emplover Forms

e The Member Referral and Intake is used to enroll the par’ump nt/client in the

e The Representative/Employer Responsibi _ & Attestation i

responsibilities of the employer. Complete, 3|gn . d date the &
fields at the bottom of the page. This & - ¢ 2d by you or, if
applicable, by the individual you desig ployer (Employer

i ltion Agreement outlines Palco’s

u R t and authorizes Palco to ensure

compliance with the IRS and{MHE N . ind state tax authorities on the

employer's behalf. Ca 2, aiadate*the four highlighted fields at the
bottom of the page € U

and t perform any and all acts that Palco can
» employer with respect to any West Virginia

iuthorization to Release Information gives Palco the authority

ve information and to perform any and all acts that Palco can
r behalf as the employer with respect to any West Virginia tax
withholding piitters. Complete, sign and date the highlighted fields on the page.

EN-320000-1EF-1.0




PO Box 242930

D Little Rock, AR 72223

| Toll Free 866.710.0456
Online:

Member Referral & Intake

Complete this form entirely to enroll the participant/client, provide important information
to contlnue the enroliment process, and establish the employer of record

MEMBER INFORMATION
Middle Name

First Name Last Name
|
i Social Security Number ' Date of Birth (mm/ddfyyyy) @ Gender
| 4 o [] ,
 Physical Address (Street Address, Including Apt. #) T

| City | State | Zip

City  State
thod of Communication

0 Email O Mail
O Phone |

Phonel Email

By participating in the Personal Optlon " ! ember or someone over the age

Tedde either agency-provided, agency-
ihted attendant care. The tasks may include
My’ caregivers who provide support to the
ks and schedules, completing enroliment forms,
yonuso include directing budgeted funds to providers
ses to use. This responsrbrllty is known as the

directed employer of record 0
recruiting, hiring,
participant/client, &
and submitting timeis
or vendors the pan

How would to continue the enroliment process? |

'O Complete Enrollment Paperwork Online. The Employer of Record will receive login instructions |
from Palco

O Email a prepopulated PDF packet to the Employer of Record.

Page 1 of 2
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‘ , PO Box 242930

D Little Rock, AR 72223

) Toll Free 866.710.0456
Online:

By signing below, the member consents to complete enroliment electronically and
has provided an email address and Social Security Number that belongs to him and
her. The participant/client understands that Palco is not responsible for providing
information to an incorrect email address supplied by him and her. The
participant/client has read and agrees to Palco's Notice of Privacy Practices and the
Terms and Conditions of Palco's online enrollment system and agrees to receive
information, notifications, and other correspondence electronically to the email
address provided in this document. Such correspondence may cogain Personal
Health Information as defined at 45 CFR 160.103 and other persgfiilly identifiable
information. The member accepts all risks associated with the taffsmissign of such
information via those channels. The member understands thaf i @ ionsent is
in effect until Palco is notified in writing that the member withd /

If the participant/client is Gl
pleas¢@itness:

Member Printed Name

Member Signature

Date Signature

Please return this form t
via email: enrollment
or via fax to 1.877.859.8757.

Page 2 of 2
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SALCO

Designation of Surrogate Employer

L1 Check this box if this form is being used to change the Employer of Record on an existing
participant/client’s account. Effective date of change: / / . This change
will be effective starting the next scheduled service period after paperwork is processed.

[] Check this box if revoking current Designated Surrogate Employer on an existing

participant/client’s account. Effective date of revocation: / /
Name of Employer being terminated:

MEMBER INFORMATION
Full Name ID/Last4 of SSN Program:

{

The employer of record must recruit, hire, train, supervisghand terminate woi s £9vho provide
support to the participant/client. This includes oversec{ls worker tasks Wd schedules,
completing enroliment forms, and submitting timeshagis anployer ofgpcord functioning,
must be over the age of 18, demonstrate a strong@sTr & g
knowledge about and respect for the participag
to act on the participant/client's behalf. "

: < INFORMATION
First Name ‘ ! Last Name

Date of Birth (mm/dd/yyyy)

 Social Security Number
|

Relationship to Participant/client &

' Gender
U Parent J Spouse O Power of Attorney = [0 Male
O Other Non-relative 4 O Female

State™

| City Zip County
’ Mailing ; s, Including Apt. #) — if different than the physical address
City State Zip County |
Phone1 Phone2 ' | Preferred Method of Communication
[ Email O Mail

L L l 1 Phone / Voicemail

The representative/employer does not receive monetary compensation for directing care on
the member's behalf in the course of the consumer-directed program.
Representative/Employers cannot provide direct support services to the member. Employees
must have no convictions involving exploitation, abuse, or assault on another person and must
be fully capable of the responsibilities associated with managing support staff and handling
financial aspects of the consumer-directed program, including proper utilization of the budget
and verifying the accuracy of reports provided by Palco.

Page 1 0of 2
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PALCO

By compileting this form and signing below, all parties agree that the individual named herein
shall accept the responsibilities of the employer of record. The representative/employer
consents to complete enroliment electronically and has provided an email address and
Social Security Number that belongs to him and her. The employer understands that Palco
is not responsible for providing information to an incorrect email address supplied by him
or her. The employer has read and agrees to Palco's Notice of Privacy Practices and the
Terms and Conditions of Palco's online enrollment system and a@irees to receive
information, notifications, and other correspondence electronically t#he email address
provided in this document. Such correspondence may coz 2

Information as defined at 45 CFR 160.103 and other personal

Representative/Employer Printed Name

Representative/Employer Signature ember Signature

Date . \ ) Date

If the participant/client is unable to
sign, please witness:

Witness Printed Name

Pleas turn thi
viae : en
or via fANP™.877.85

Witness Signature

Date

Employer Revocation Attestation: | understand that by signing this form the current surrogate employer
listed on this form will be made inactive and terminated in the Palco system. If a surrogate employer is
required and or a new surrogate employer has not been designated by the effective date listed above,
then your services as a member will be suspended. Service provided during the suspended period may
not be eligible for payment by Palco if the proper employer/ employee relationship is not established.

Page 2 of 2
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PO Box 242930

D Little Rock, AR 72223

‘ Toll Free 866.710.0456
Online:

Employer Responsibilities & Attestation

As the employer of record, | understand that | am the sole representative/employer for all
support workers providing services to the member. The representative/employer controls
the training and management, evaluation, scheduling, and termination of the worker. The
worker is not employed or retained by Palco, program/state administrators, or any other
state or federal governmental agency. The worker is not an independent.contractor.

Immigration Services, Internal Revenue Service, and state 7
agency) laws, regulations, and requirements, as well as program"
includes provndmg necessary training and orientation to workers
incidents, and reporting suspected fraud, waste, abuse;

Funds to pay for services provided by i ¢
accountability and liability appliegh
representative/employer and
accountable for the funds st 8

o w and joint responsibilities to be
. and understand that submitting false

d possible prosecution as fraud. In the case

the approprlate ay ,
_,_. enses, as the representative/employer, you are

of insufficient fund$ho

Printed Representative/Employer Name ID#/ Last Four of SSN

Representative/Employer Signature Date

EN-000000-ERA-1.0



PALCO

Employer Authorization Agreement

As the employer of record, | understand that | have certain responsibilities, such as filing
and paying employment taxes for my workers and other employment-related
responsibilities falling under Internal Revenue Service (IRS) guidance, Department of
Labor (DOL), and agency/programmatic guidelines and regulations. Palco, Inc. will act
as my agent in a limited scope and on my behalf for only the tasks related »o_ this program

regulation, federal and state statues, and other applicable
* To obtain a Federal Employer Identification Number (FEIN),

e To establlsh and register me as an employer

conducted. P
e To be my agent for the limited purposes ofg StE bl i 3 ¥lax withholding
and state unemployment tax purposegit " ghstate and/or local

iWiication  number(s),
\xes on my behalf, and receiving

income tax withholding and statf
establishing online account(s) to.fi

e To receive confidential informati®y -
funds, as directed by
e To apply for and esi{
workers’ compensation o Bm
when permissijb

W Msation policies and accounts pay
| comply with annual audit requirements,
vam pOllCleS

s all earlier authorizations and powers of attorney on file and
ind effect until-revoked by either party in writing. By signing
ize"Palco, Inc. to act on my behalf for the items listed herein and
d these responsibilities and agree to the terms of this Employer

Printed Representative/Employer Name ID# / Last Four of SSN

Representative/Employer Signature Date

EN-000000-EAA-1.0



‘éw-ﬁsz‘ﬁs West Virginia State Tax Department
o Authorization of Power of Attorney

Authorization giving the person you name on this form specified powers to act on your behalf in interacting or communicating with the West Virginia State Tax Department

Type or print the information you provide on this form. Incomplete, faxed, or photocopied forms will be REJECTED.
1 | PRINCIPAL INFORMATION The business or individual granting the power of attorney

Print Name of Individual or Business SSN, FEIN, or TaxID # Phone #

Print Name of Spouse or Corporate Officer and Title SSN, FEIN, or Tax ID # Phane #

| Address City State  Zip
2 | AGENT INFORMATION The individual(s) receiving the power of attorney :

—|-Print-Nameof Agent’ _— SSN, Bar #, or CAF#

(Addiess i
3 | EXPIRATION The powers granted by this authorization are valid unti...
O Revoked.

O (vonth/Day/Year)
4 | AUTHORIZATION

Type Of Tax | Account # (if known)
(Personal Income, Estate, etc.)

\ iporization to act on my behalf in interacting or
1 sonfidential information concerning me; to extend the

{ the above listed taxes; to sign and return forms; to make
< swthis Power of Attorney to another person approved by me
* ash) any checks issued by the WV Tax Department.

period during which | am liable for asse
and s:gn agreements settll Ts

ve authorization to act for me in dealing with the WV State Tax

Signature of Spouse Date
(if any returns listed above are joint returns)

Check and complete ONLY ONE of the following.
1o a person other than an attorney or certified public accountant, the taxpayer(s) signature must

If the power of attorney is gra D
be witnessed or not;

O witness The person(s) signing as/for the taxpayer(s) (] Notary The person signing as/for the taxpayer(s)

is/are known to and signed in their presence of the two appeared this day before a notary public and
disinterested withesses who have signed below: acknowledged this power of attorney as a voluntary act
and deed:
Signature of Witness | Date Signature of Notary | Date
Telephone #
5 NOTARY
Signature of Witness | Date SEAL
Telephone #

TAX OFFICE USE ONLY: REJECTED| [ATTACHED [NOTED] |




est Virginia
WV-ARI-001  Aythorization to Release Information st Tax

Rev. 7/14

Department
Name of Taxpayer Date
Address Daytime Telephone
City State Zip Code

West Virginia Identification, SSN, FEIN, or Other

The above named taxpayer does hereby waive the confidentiality provisions of West Vir:
§11-1A-23 to the following extent:

' Code §11-10-5d and/or

1. Persons to whom information may be released:

Name Capacity
Address Daytime Teleph
City, State

2. Effective period of this waiver

L Authorization terminates
month day

0 until my liability for the delinquent tax or taxes checkeds '
(] other (explain)

3. Taxes and/or credits to which this waiver applie

WV Code
(J Beer Barrel Tax Miniimum Severance Tax on Coal 11-12B
] Business and Occupation Tax Motor Carrier Road Tax 11-14A
() Business Franchise Tax (1 Personal Income Tax 11-21
Q) Business Registration Tax ¥ Q Property Taxes
U Charitable Raff U severance Tax 11-13A
L consume (] Solid Waste Fee 20-5F
Q Corpora L soft Drink Tax 11-18
| Corporat Q Strategic Research and Development Tax Credit 11-13R
1 Economic Opportunity T (J Telecommunications Tax 11-13B
Q Employers Withi: 11-10 (L Tobacco Products Excise Tax 11-17
O Estate Tax 1111 O Use Tax 11-15A
0 Gasoline & Special Fuel Excise Tax 11-14 U wine Liter Tax 60-8
(J Health Care Provider Taxes 11-27 Q1 Al of the above applicable to the taxpayer
Q F1a 11-14B [ Other Taxes (as listed below)
a Manufacturing Investment Tax Credit 11-13S

4. Information to be released (describe specifically):




5. Reason(s) why information is to be released:

This waiver will be effective only to the extent explained above and any other release of information is not permitted
without additional authorization. Additionally, information will be released only to the extent the Tax Commissioner believes
disclosure is necessary to comply with this Authorization to disclose information, and will not be disclosed to the extent the
Tax Commissioner determines that disclosure would seriously impair administration of this State’s tax laws.

This authorization must be signed by the taxpayer, or taxpayer’s authorized representative, and the signature of the person
signing the authorization must be notarized. Documentation of fiduciary relationships (e.g. Guardianship, POA, Trustee,
Executrix) must be attached. Please note that original signatures are required. Faxed, photocogied or stamped signatures
are unacceptable.

_Authorization is for: : a
* release of personal income tax return(s); if jointly filed personal income tax i & &d, the authorization
must be signed by elther the husband or the wife. ' :

of the business or by an employee of the business, or other person, who is authorizt
* acorporation, the authorization must be signed by its president, vi e president, treasu
accounting officer or other person duly authorized to sign the au i
* release of a return filed by a partnership, as defined for federa
be signed by the managing partner, or tax matters part N
authorized to sign the authorization.
* release of a return filed by a limited liability companyg
tax matters member, or any other member or eg
authorization.
= areturn filed by an estate or trust, the authg
the trustee of the trust. KR,
 for information other than a tax return, the au§
of taxpayer’s tax return.

e authorization must
onee of the partnership

ed by the managing member,
ompany authorized to sign the

Yigned by the executor or executrix of the estate, or

g signed by a person who could authorize release

Print Name

State of

County of

This day appeared before me, the undersigned notary public, who
acknowledge under oath the signature above. Print Taxpayer's Name

Notary Public

Date

My commission expires




V) PALCO

Employer IRS Forms Instructions

Please complete the attached IRS forms to become an employer through the self-directed
program. Use the instructions and checklist below to guide you through this process. Al
areas highlighted in yellow on the forms must be signed.

e IRS Form S$S-4 gives Palco the ability to file for a FEI
Identification Number) with the IRS onyour behalf Thisis T
in the United States.

O Print your full name on Line 1.
O List your county and state on Line 6.
O Print your full name on Line 7a.
O Print your Social Security Number £
e This must match the SSAT
» If you already have a3 int your FEIN on
Line 7b, instead < o lco _a copy FEIN
assignment letter frofise IBEF
€ i date¥ bottom of the form.

If you already have an FEIN g >t Pplease send Palco a copy FEIN
assignment letter frogfithe IRS. :

S Sur agent only for the limited purposes of
axes for the participant’s worker.

IRS Form
limi

1 allows Palco to correspond with the IRS on your behalf for the
se of the self-directed program.

O Print your full name and address in the appropriate space in Box 1.
[0 Print your name, sign, and date at the bottom of the form.

EN-000000-ElI-1.0




ss_4 Application for Employer Identification Number OMB No. 1545-0003
Form (For use by employers, corporations, partnerships, trusts, estates, churches, EIN
(Rev. December 2019} government agencies, Indian tribal entities, certain lndlwduals, and others.)
» Go to www.irs.gov/FormS84 for instructions and the latest information.

Department of the Tl
.n?é’r?,a, F?;‘ve%ueese?v’ffe“"’ > See separate instructions for each line. » Keep a copy for your records.

1 Legal name of entity (or individual) for whom the EIN is being requested
z'. 2 Trade name of business (if different from name on line 1) 3  Executor, administrator, trustee, “care of” name
§ Palco, Inc Palco, Inc. as 3504 Fiscal Employer Agent
‘C |4a Mailing address goom apt., suite no. and street, or P.O. box}| 8a  Street address (jf different) (Don’t enter a P.O. box.)
-E PO Box 2
E_ 4b  City, state, and ZIP code (if foreign, see instructions) &b City, state, and ZIP code (if foreign, see instructions)
5 Little Rock, AR 72223
g_ 6 County and state where principal business is located
e _ _

7a Name of responsible party 7b SSN, ITIN, or EIN _
8a s this application for a limited Ilablllty company (LLC) 8b If 8a is “Yes,” entt ‘

(or a foreign equivalent)? . . . -« « +« [dves No LLC members .

8c If8ais “Yes,” was the LLC organized in the United States?

9a Type of entity (check only one box). Caution: If 8a is “Yes,” see the instructions for,
[ sole proprietor (SSN)
[ Partnership
[ Corporation (enter form number to be filed) »
[ Personal service corporation
[J church or church-controlled organization
O other nonprofit organization (specify} »
D4 Other (specify) » Household Employer (HCS

9b  If a corporation, name the state or fareign country (if '
applicable} where incorporated

State/local govemment

Federal government

[ indian tribal govemments/enterprises
' emption Number (GEN) if any »

Foreign country

10  Reason for applying (check only one box) \ -
[ started new business (specify type) » \ g o4 | ~_anization (specify new type) »

[ Hired employees (Gheck the box and soT I It (specify type) >
' 0. Gt ad a pension plan (specify type) >

11 12  Closing month of accounting year
14 If you expect your employment tax liability to be $1,000 or
less in a full calendar year and want to file Form 944
annually instead of Forms 941 quarterly, check here.
(Your employment tax liability generally will be $1,000
or less If you expect to pay $5,000 or less in total wages.)
Other If you don’t chec this box, you must file Form 941 for
_ every quarter. [ ]
Jonth, day, year). Note: If applicant is a withholding agent, enter date income will first be paid to
i >

v principal activity of your business. [ Health care & social assistance [ Wholesale-agent/broker
[T construction Rental &4 ng O Transportation & warehousing [ Accommodation & food service [] Wholesale-other [ Retail
[] Real estate  [& ] Finance & insurance Other (specify) » Household Employer (HCSR)

17  Indicate principal line o1 iiierchndise sold, specific construction work done, products produced, or services provided.

13  Highest number of employees exj;
none). If no employees expected, £

Check one bOA Tt

18  Has the applicant entity shown on line 1 ever applied for and received an EIN? [ ves [ No
If “Yes,” write previous EIN here »

Complete this section enly if you want to authorize the named individual to receive the entity’s EIN and answer questions about the completion of this form.
Third Designee’s name Designee’s telephone number (include area code)
Party Larry Paladino (501)604.9936
Designee | address and ZIP code Designee’s fax number (include area code)
PO Box 242930, Little Rock, AR 72223 (501) 821.0045

Under penalties of perjury, | declare that | have examined this application, and to the best of my knowledge and belief, it is true, comect, and complete. | Applicant's telephone number {include area code)
Name and title (type or print clearly) »

Applicant's fax number (include area code)

Signature » Date »
For Privacy Act and Paperwork Reduction Act Notice, see separate instructions. Cat. No. 16055N Form $8-4 Rev. 12-2019)




om 2078 Employer/Payer Appointment of Agent

(Rev. August 2014) Department of the Treasury — Internal Revenue Service

OMB No. 1545-0748

Use this form if you want to request approval to have an agent file returns and make

deposits or payments of employment or other withholding taxes or if you want to | IEaliEREES

revoke an existing appointment.

¢ If you are an employer or payer who wants to request approval, complete Parts 1
and 2 and sign Part 2. Then give it to the agent. Have the agent complete Part 3 and
sign it.

Note. This appointment is not effective until we approve your request. See the instructions
for filing Form 2678 on page 3.

* If you are an employer, payer, or agent who wants to revoke an existing appointment,
complete all three parts. In this case, only one signature is required.

Why you are filing this form...
— {Check one)# e — ——
[v] You want to appomt an agent for tax reporting, depositing, and paying.
] You want to revoke an existing appointment.

Employer or Payer Information: Complete this part if you want to appoint an agen oke an a tment.

1 Employer identification number (EIN)

2 Employer’s or payer's name
{not your trade name)

3 Trade name (if any)

4 Address

Suite or room number

AR 72223

State ZIP code

|

Foreign province/county Foreign postal code
5 Forms for which you want to appoint For ALL For SOME
appointment to file. (Check all that apply.) * employees/ employees/

payees/payments payees/payments

Form 941, 941-PR, 941-SS deral Tax Return)
Form 943, 943-PR (Employer’ ax Retuvn for Agricultural Employees)
Form 944, 944(SP) (Employer NNUA re%. A Return)

| N
I o

&ent to report, deposit, and pay tax reported on Form 940, Employer's Annual Federal
n, unless you area home care service recnplent

tax for you.

I am authorizing e od |sclose otherwise confidential tax information to the agent relating to the authority granted under this
appointment, including disclosures required to process Form 2678. The agent may contract with a third party, such as a
reporting agent or certified public accountant, to prepare or file the returns covered by this appointment, or to make any required
deposits and payments. Such contract may authorize the IRS to disclose confidential tax information of the employer/payer and
agent to such third party. If a third party fails to file the returns or make the deposits and payments, the agent and employer/
payer remain liable.

Print your name here | l

Sign your
name here Print your title here l HCSR Household Employer 1
Date l A | ] Best daytime phone ‘ 501-604-9936 —l

Now give this form to the agent to complete. B>

For Privacy Act and Paperwork Reduction Act Notice, see the instructions. IRS.gov/form2678 Cat. No. 18770D Form 2678 (Rev. 8-2014)



For IRS Use Only

- 8821 Tax Information Authorization J———

> Go to www.irs.gov/Form8821 for instructions and the latest information. Received by:
(Rev. January 2021) » Don’t sign this form unless all applicable lines have been completed. Name
> Don't use Form 8821 to request copies of your tax returns Telep
E\fgﬂ:":::g:g"sl‘:;iw or to authorize someone to represent you. See instructions. ;::M“’"
(-]
1 Taxpayer information. Taxpayer must sign and date this form on line 6.
Taxpayer name and address Taxpayer identification number(s)

Daytime telephone number | Plan number (if applicable)
(501) 604.9936

2 Designee(s). If you wish to name more than two designees, attach a list to this form. Check here if a list of additional
designees is attached » [

Name and address CAF No. _ 5005-46467R
E:::;Palading PTIN P000142099
PO Box 242930 Telephone No.
Little Rock, AR 72223 Fax No. : _
Check if to be sent copies of notices and communications [X] | Check if new: Address [ aTelsd 5ne No. [ l&&Fax No. []
Name and address CAF No. : "

shone No. []  Fax No. []
tor the type of tax, forms,

Check if to be sent copies of notices and communications []

3 Tax information. Each designee is authorized to inspect and/or raft
periods, and specific matters you list below. See the line 3 instz

(a)
Type of Tax Information (Income,
Employment, Payroll, Excise, Estate, Gift,
Civil Penalty, Sec. 4980H Payments, etc)

(d)
Specific Tax Matters

Employment

Employment

Employment

4 Specific use not record Rl izex, W thorization File (CAF). If the tax information authorization is for
specific use not recorded off JA! i S .o

5 Retention/revocation of priok ‘ ; Aorizations. If the line 4 box is checked, skip this line. If the line 4 box
isn't checked, ths W revoke aII prior tax information authorizations on file unless you check the line 5
box and att; o 2 rmatlon authonzatlon(s) that you want to retaln e . A A

' a 6rporate officer, partner, guardian, partnership representative (or designated
7, receiver, administrator, trustee, or individual other than the taxpayer, | certify that | have

the legal authority to executg is form with respect to the tax matters and tax periods shown on line 3 above.

B IF NOT COMPL IGNED, AND DATED, THIS TAX INFORMATION AUTHORIZATION WILL BE RETURNED.

P>DON'T SIGN THIS FORM IF IT IS BLANK OR INCOMPLETE.

Signature Date

Household Employer (HCSR)

Print Name Title (if applicable)

For Privacy Act and Paperwork Reduction Act Notice, see the instructions. Cat. No. 11596P Form 8821 (Rev. 01-2021)



APPENDIX 4

SAMPLE DIRECT CARE
SERVICE WORKER
EMPLOYMENT PACKET



, PO Box 242930
' Little Rock, AR 72223
! Toll Free 866.710.0456

Online:

West Virginia Personal Options
Employment Packet

Welcome to self-direction and to Palco! This packet contains all the forms ¥Q Deed to enroll as an
worker and begln prowdlng serwces to your part|C|pant Please foIIow aII dlr ons |n thls packet You

and clears you for hire, and you are notified that you are ready to providg® v

You must complete and return:

Worker Intake Form
Worker Qualification Form
Member/Worker Employment Agreement

Medicaid/Worker Agreement

Criminal History Check Scheduling Form“§
WV CARES Self Disclosure appllcatl

Form
Request for Variance of Fitness Detell )
Form (Optional)

WV Form IT-104

O 0O O0D00Ooa0

\» 8l Pay Selection & Direct Deposit Form

We encourage you to use the cH& = ligho W finalh
Failure to return these forms will del&@aniCiigat.The other documents, including information on how
to complete forms, the payment scheqlie, Paidll WNotice of Privacy Practices, F.A.Q. and similar

Fax: 501-821-0045

: enroliment@palcofirst.com
Palco, Inc.

Attn: Enroliment

P.O. Box 242930

Little Rock, AR 72223

Visit our website to dow d an intake form OR contact customer support to get connected to an
enroliment specigi must complete a consent form before receiving an email with your login
instructions. Foll =< instructions in that email to complete your enroliment.

Should you need any assistance during this process, please contact a friendly customer support
representative at 1.866.710.0456 or info@palcofirst.com.

We look forward to serving you!

Sincerely,
The Palco Team

EN- -WCP-1.0




Frequently Asked Questions

Palco serves individuals who participate in the self-directed model by providing various financial,
customer support, and informational services. Below are frequently asked questions to help you
understand our processes, your requirements, and how to receive assistance.

How do | complete forms if | am unable to sign? y
We encourage you to enroll online, as there are plenty of accessible options gfSur website. However,
__if you are unable to_use our online system, you may either sign with ap@¥or a magk, then have a
witness legibly sign the document on the line above the ‘witnessed by’. ¢ g

What if | need assistance in completing forms? N
Online enroliment is the easiest method for completing forms. Palco custorfi s Sdgents can
assist you in gaining credentials to enroll online. Or, if you wo i & had Vde in-person
assistance with completing forms. v

When can the worker begin providing services? 4 "

Palco will notify the employer and the worker once gife i nt have been met. The
date of this notification is the date work can begif ™7 G
paid by the program. )

Can a worker provide services to multipl{ = hticipai,
Yes. However, a worker must abide by all prod s ially those regarding overlapping claims
for payment of services. h W

What happens if a worker want
Workers may be employed by as mai 3
working for a new employ nust be completed, jUSt like getting any new job.

d depending on the circumstances, such as providing a

copy of Social Securi ation related to receiving dlrect deposit. Generally,
background checks cana % sure to check with your program rules to make sure you
understand all t

What hap

Anytime 3g service, Palco must be notified via an Employment Separation

r website. Even after termination, workers should keep Palco aware
of any chan rmation throughout the year, so that we can send correspondence, such

as W-2s, to the carrect

How does a participant change an employer of record?
A Designation of Surrogate Employer form must be completed. Be sure to include the date of the
change at the top of the form.

How does an employer of record change impact existing workers?
Workers must re-complete some new hire forms, such as the 1-9. Palco will notify you of the
requirements. Be sure to complete any required forms so that your pay is not impacted.

Page 1 0of 2
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PALCO

Palco may receive and create records concerning your medical and individually identifiable information (“PHI")
and is required to maintain the privacy and security of your PHI. Please read this notice carefully. If you have
questions or concerns, contact the Palco Privacy Officer at privacy@palcofirst.com. Palco will only use and
disclose your information as allowed by law and as described below:

Notice of Privacy Practices

« Help manage the health care treatment you receive. We may disclose w
_treatment and administer services, including performing assessments, issuing
administering similar programs, and recommending services in somed
information to others who implement your health services. We may corr&@andgi s ngior your
designated representative (e.g., surrogate employer or authorized user). All e ' »ice from
Palco is encrypted and secure. By emailing Palco with your personal email account _ it
your correspondence may not be encrypted, nor secure. '

mformatlon to prov1de

« Run our business, including payment for and admmlstratl : ’s. We may use
and disclose your information to receive and issue payment . ehalf and bj Medlcald Medicare,
Managed Care Organizations, the Veterans Administratigh S8 jer b aftied by your program.

« Comply with federal and state law, including inyf igatiot Wit States Department of

Health and Human Services (U.S. DHHS) and layf 'a 5 . S0 dired by law to comply with
investigations by regulatory bodies and issues invoig i national ecurity. >0 may be required to disclose
your information to coroners and other officialg athl

- Respond to legal actions and health overé;
may be required to respond to requests, |
regulatory matters.

dwsuits or quality assurance reviews. Palco
ary, subpoenas, audits, and other legal or

You have the right to: .

* Authorize the use and dlsclos ]
Palco will seek your approval to discl

* Receive this notice of xri

sons not authorized by federal or state law.

ns not required at law, and you may reject disclosure.

Utequest a copy of this notice or view the posting at
arogram manuals, as applicable. Palco can change the terms

of this notice at any time&hari -

Officer or the U.S. DHHS R

0vide you with a copy or summary within 10 days of receiving your request.
cost-based fee for collection of the records, including postage and labor.

Py or summary or a rejection within 15 days of receiving your request.

i alternate format or restrict access on your records. Requests must be in
writing on a Rege dditional Privacy. We will provide you with a copy or summary within 15 days of
receiving your reEii"We may reject or terminate the request in certain limited cases and will notify you of
rejections and terminations.

* Be notified in case of a breach of your sensitive information. You will be notified within 60 days by the
Privacy Officer.

* Choose someone to act on your behalf with regard to your records. You must complete the appropriate
forms and information to designate Authorized Users in order for those individuals to communicate with
Palco on your behalf.

* Request mformatlon

EN-000000-NPP-1.0




Can someone correspond with Palco on my behalf?

Federal and state privacy laws prevent Palco from disclosing personal information to unauthorized
individuals. Palco will only correspond with workers about that worker’s particular account. Surrogate
employers may receive all information about the worker's accounts and information about the
participant necessary to carry out employer roles. Participants have unlimited access to information
held by Pailco on their account. Participants may appoint an authorized user by completing an
Authorized User Designation form.

What if a worker doesn’t receive the funds on the scheduled payday?
For direct deposited payments, please allow sufficient time for the pay to d i r account. We
recommend allowing 24 hours after paydayfor the deposit

Will the worker receive a W-2 at year-end?
W-2s are available January 31. If receiving the W-2 by mail, please allow o
attendants receive a W-2. Workers who earn less than the an
Pub. 15 (Circular E), will also receive a refund of over collecte
their workers to make sure that the correct address and disg

ould encourage
is current with Palco

The fastest and easiest method is to log mtoyou L zount®id change your information. Otherwise,
you must complete the appropriate form i Viax it to Palco. All forms are found at
palcofirst.com. For name and contact inforright . complete a Change of Information form
and attach documentation to show proof of nali 2 Wil can be driver’s license, divorce degree
or marriage license. For withholding ~ an IK$W-4, or Payroll Information Worksheet.
To change payment informationg U gsit Authorization. For any other changes,
contact Palco customer support. A

How can Palco be contast
Palco Customer Supporis=g

242930, Little

Page 2 of 2
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PALCO PAYMENT SCHEDULE - 2023

West Virginia Personal Options Program

b ~ Payments
Service Period Timesheets ' Made by Palco
a . Dueby12am | | by 5pm

SUNDAY

End Date

MONDAY

Start Date

TUESDAY
Deadline

—January2,2023— | [ January 15, 2023 January 17, 2023 "
January 16, 2023 January 29, 2023 January 31, 2023
January 30, 2023 February 12, 2023 February 14, 2023
February 13, 2023 February 26, 2023 February 28, 2023
February 27, 2023 March 12, 2023
March 13, 2023 March 26, 2023
March 27, 2023 April 9, 2023 .
April 10, 2023 April 23, 2023 Viay 5, 2023
April 24, 2023 May 7, 2023 May 19, 2023
May 8, 2023 May 21, 2023 June 2, 2023
May 22, 2023 June 4, 2 June 16, 2023
June 5, 2023 June 18, June 30, 2023
June 19, 2023 July 2, 20 July 14, 2023
July 3, 2023 July 16, 202 July 28, 2023
July 17, 2023 0, 2023 ugust 1, 2023 August 11, 2023
July 31, 2023 3 ugust 15, 2023 August 25, 2023
August 14, 2023 Au 7, August 29, 2023 September 8, 2023
August 28, 20 Septem 2023 September 12, 2023 September 22, 2023
September 11, ember 23 September 26, 2023 October 6, 2023
September 25, 2 2023 October 10, 2023 October 20, 2023
October 9, 2023 tober2®, 2023 October 24, 2023 November 3, 2023
, 2023 November 5, 2023 November 7, 2023 November 17, 2023
vember 6, 2023 November 19, 2023 November 21, 2023 December 1, 2023
ovemb ecember 3, 2023 December 5, 2023 December 15, 2023
4,202 December 17, 2023 December 19, 2023 December 29, 2023

December 18, 20

December 31, 2023

January 2, 2024

January 12, 2024

PALCO

ime submissions and mistakes may result in late payment!

2023 Office Closures
New Year's Day - Monday, January 2* Labor Day - Monday, September 4*
Martin Luther King, Jr Day — Monday, January 16 Columbus Day -~ Monday, October 9
President’'s Day — Monday, February 20 Veterans Day — Friday, November 10
Memorial Day - Monday, May 29* Thanksgiving - Thursday-Friday, November 23-24*
Juneteenth Day — Monday, June 19 Christmas - Monday, December 25*

Independence Day - Tuesday, July 4*
* Palco Office Closures

EN-310000-BWS-1.0




PO Box 242930

Little Rock, AR 72223

Toll Free 866.710.0456
Online:

Worker/Applicant Intake

Complete this form entirely to begin the enrollment process as a worker in the West Virginia Personal
Options Program. Completion of this form does not constitute a hiring by the employer.

" Full Name

First Name

| Social Security Number | Email
| . 1 R o

Is the worker related to the member by blood or marriage?

’ OONo [OYes. | am the member's:

| Do you share a residence with the member? [INo [J Yes. ¢

l Please specify who owns or rents the residence:

\ Physical Address (Street Address, Including Apt. #)

City State ' County
Vailing Address (Street Address, Including Apt. #) — Wohysical address
’ City _ " County
Phonel referred Method of Communication )

Email [0 Mail [ Phone/ Voicemail

Complete enrollment oni i 1s option, the worker has provided an email address that belongs to
i Palco is not responsible for providing information to an incorrect email address
orker agrees to receive information, notifications, and other correspondence
nce may contain Personal Health Information, as defined at 45 CFR 160.103,
aformation. The worker accepts all risks associated with the transmission of
amels. The worker understands that his or her consent is in effect until Palco is
ker withdraws such consent.

[ Receive a paper packet via mail.

Worker Printed Name Member/Representative/Employer Printed Name

Worker Signature Date Member/Representative/Employer Signature Date

Please return this form to Palco via email: enrollment@palcofirst.com
EN- -AWI-1.0 or via fax to 1.877.859.8757.



) PALCO

Worker Information & Qualification

This form is required for all workers in the West Virginia Personal Options Program. Please complete this
form entirely.

WORKER INFORMATION
4 of SSN

' Full Name

® You understand who your employer is. Please note in the West Virginia P&l hna
employer is the member or their Authorized Representative. Neither Palco, nor<,
Options Program, or program/state administrators, are your employer. '

e This position is paid as an employee and not as an independ

e This document does not create an anticipation, nor a contract

e To adhere to all federal, state, local, and program laws, ras i irements throughout
your employment, including staying current on informd5n pra e program.

e Your employer is responsible for paymenty
limitations established by the budget. .
e Funds to pay for services are from inancral accountability and liability applies to the
use of the funds. You understat . ) ! W Faudulent timesheets or submitting timesheets
for tasks other than those approv. n tee thorihd budget will be reported to the appropriate authorities
for investigation and possmle prose an a B
e Thatmedical and persg@akit i . Jlata about the member and the worker is confidential. You have

e That neither Palco nor ({igramis administvators are responsible or liable for any negligent acts, work-
: ' employer, member, other workers or service providers, or

for Palco to run the below listed checks and to share the results with your
am administrators, and others who may be involved in the consumer’s care

rvices, nor receive payment, until Palco has notified you that you have been cleared
to do so. You hereby release your member/Authorized Representative, Palco, West Virginia Personal
Options Program and his/her agents from any and all liability, claims and/or demands, of whatever kind,
related to the compilation or preparation of the checks hereby authorized.

X Office of Inspector General Medicaid exclusion check
X SAM Check
X WV Medicaid Check

Page 1 of 2
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2 PALCO

By signing below, you acknowledge that you have read this agreement and accept responsibility as a worker
in the West Virginia Personal Options program, understand their responsibilities and duties associated with
that role, and will comply with program policies and requirements. The information provided herein is true and
accurate to the best of your knowledge. You further understand and agree that violation of this agreement may

result in inability to provide services under this program.

Worker Printed Name Worker Signature

Page 2 of 2
EN- -WIQ-1.0



) PALCO

West Virginia Personal Options
Criminal Background Check (CBC) Scheduling Form

[J ADW 0 IDD [1 TBI

e fill out the form

Palco will schedule the initial appointment on your behalf through WV CARES. P
notification.

below. You will not be able to work until Palco receives your fitness determin

“Applicant/Employee Name: Has the applicant through WV
CARES within the la o Yes o No
Member Name: Resource Consultant

What Date and Time are you available for your fingerprint ap ment? Please list han 1 option:

How do you want to be notified of your fingerprip

O Mailing Ado O Email

e $20 made payable to WV Ca
Ll Money order or [J

Should you need any assisti
1.866.710.0456 or info@paico

For Internal Use Only:

Appointment Dategg Appointment Time: Date of Notification of
Appointment:

Location:

Notes:

EN- -WCP-1.0



u \ill

f:ﬁﬁluf WV CARES

Resoure es West Virginia Clearance for Access: Registry and Employment Screening

SELF-DISCLOSURE APPLICATION AND CONSENT FORM
(This application must be completed in blue ink)

PART I
I, the below-named applicant, understand that this form cannot be completed until an offer of employment is
made. The offer of employment is made pending the results of the investigation of registries and a fingerprint-
based background check. I understand that refusal to complete Parts I, I, and III of #his form constitutes my
rejection of the employment offer.

L, the below-named applicant, swear/affirm, that the information contain ‘ithi lication is true
and correct to the best of my knowledge.

Applicant Last Name: First Name:

thereof7
2. Have you ever been convicted of, pled gullty
misdemeanor or felony? N
3. Have you ever been convicted of an act of vi{_ =5 Wi
domestic violence? )

4. Are you under indictment or do yg ) y L inde e pending against you?

{8~ (no contest) to a

»a deadly weapon or an act of

5. Are you currently serving a sentenct lsueih parole, probation or other court
ordered supervision? '

6. Are you the subject of¢ esult of a domestic violence act or subject to
a verified petition of do! 5t to a protective order?

NOTE: If an s i) Yabove are answered YES, a brief letter of explanation by the applicant
must acco i . Faiiire to provide explanations could result in disqualification.

PART II ‘(¥
Consent for Investigatio Employment Purposes

I hereby authori Ppartment of Health and Human Resources (DHHR) to conduct an investigation
including, but not limited to, registry and fingerprint-based background checks, into information contained in
this application. I understand that my fingerprints will be retained by the West Virginia State Police for the
purpose of Rap Back services during my employment in a long-term care facility. Furthermore, I understand

that the falsification of anv information contained within this application constitutes false swearing and is
an excluding act under the fitness determination process being conducted by DHHR.

Signature of Applicant: Date:
(Signature must be completed in blue ink)




WEST VIRGINIA
Department of

Healt WV CARES

““§Resourc£ West Virginia Clearance for Access: Registry and Employment Screening

SELF DISCLOSURE APPLICATION AND CONSENT FORM
(This application must be completed in blue ink)

PART III

Applicant Last Name: First Name: MI: Generation (ex. Jr., II):
Gov’t Issued ID Number: Expiration: State of Issue: e of ID:

Gender: Male  Female  Race: Height:  ft. Ibs.

Hair Color: [Brown [JBlonde [JBald Eye Color:  Bjye

[OBlack OGray [IOther CJRed »
L1Red LiWhite [IGreen DGray

Social Security Number: - -

Date of Birth: _ / / Place of Birth (City & State):

Current Mailing Address:

Current Physical Address:

County:

List all cities and states (0uts1de of WV) whig >

) = _within the past 5 years and provide
approximate dates: '

have used formally and informally (Include maiden names, married
name used or known as):

***This form expires 60 days after the date of the signature in Part IT***

For Office Use Only:

I affirm that I have compared the government issued identification presented by the applicant.

Signature: Date:
(Signature must be completed in blue ink)

Printed Name: Position;




WEST VIRGINIA
Department of

Healt
@Hu n

¥ Resources

WV CARES

West Virginia Clearance for Access: Registry and Employment Screening

REQUEST FOR VARIANCE OF FITNESS DETERMINATION — Applicant Request

-Date:

Applicant Name:
Address:

City, State, Zip:
Application Number:

PART 1

Pursuant to the WV CARES Act and W.Va. §
eligibility determination. This variance i
circumstances (check all that apply):

Vi seq., st a variance of my
on the following mitigating

O Passage of time

O Extenuating circumstanc
substance abuse, or mental hi

] Demonstration g
training




WEST VIRGINIA
Dapartment of

Healt

€3Resour~::es

WV CARES

West Virginia Clearance for Access: Registry and Employment Screening

PART 11

Please provide an explanation for this variance request:

iance request review and submit, along
ve any questions or require additional

Please attach additional doc
with this form, by email to

may be provisionall{ kmploy:™ o more than 60 days pendlng the review of this
variance request Fu ' “erstand that I shall receive direct onsite supervision

Date:




WEST VIRGINIA
Department of

He
& funton
WV CARES

West Virginia Clearance for Access: Registry and Employment Screening

REQUEST FOR VARIANCE OF FITNESS DETERMINATION — Applicant Request

Date:

Applicant Name:
Address:

City, State, Zip:
Application Number:

PART I

., I request a variance of my eligibility
itigating circumstances (check all that apply):

[ Passage of time \ .
] Extenuating circumstances such as agh at the'time of conviction, substance abuse, or
mental health issues A
[0 Demonstration of rehabit S & Wter references, employment history, and training

O Relevancy of the partic ; els, ¥s) with respect to the type of employment sought
O Other — Please explain:

Updated 3.14.2018



WEST VIRGINIA
Deparmment of

Heal
@RHEISIO u I'Cel!

WV CARES

West Virginia Clearance for Access: Registry and Employment Screening

PART 11

Please provide an explanation for this variance request:

Please attach additional doc
email to varianceswvcares@w
our office at (304) 558-2018.

je variance request review and submit, along with this form, by
arty questions or require additional information, please contact

Please note ¥ CARES is bount both State and Federal law and securitv policies related to the
informatior w o ‘7&. scuss. No information related to the criminal history reports will be
released or d [Sr the applicant or the facility.

I understand that, pESSiEat to the WV CARES Act and W.Va. St. R. §69-10-1 et seq., I may be
provisionally employed for no more than 60 days pending the review of this variance request.
Furthermore, I understand that I shall receive direct onsite supervision while the variance request is being
reviewed.

Signature: Date:

Updated 3.14.2018



PALCO

The United States Department of Homeland Security, Citizenship and Immigration
Services (CIS) department, requires all U.S. employers and workers to complete the 1-9.
The purpose is to verify that the applicant worker can be legally employed in the United
States. Palco verifies all workers through the U.S. CIS online system.

Instructions for 1-9

Use the instructions and checklist below to guide you through com
-applicant-worker-should complete all fields highlighted in
complete all fields highlighted in yellow.

g this form. The

1. Complete page 1. Must be completed by the applicantworke

O Complete all fields in Section 1. The name hereggust match the n
verification documents. (See #3 on this checklis
"' 1-9 no Ister

88 Used (If any)

Section 1. Employee Information and Attestation (Emplo
than the first day of employment, but not before accepting a job oft

Last Namie (Family Name) Firgt Nama (Given Nam

(Bddiegs (street Number and Name) PR O SRS 2P coe

Date of Birth (mm/odlyyyy) | US, SamCacud! N

O Select the following bax that appis tC
¢ [f you select: pply r ali§@gegistration or USCIS number.
e If you select bC ol Ol work expiration date and complete any one of
the three fields theigllow %

ary, that 1 am ane of the following boxes}:

| attest, under p

[ 1. A citizen of th ed State

[J 2 A noncitizen natiof the Uni e yctions)
3. A lawful permanef V (WAlien Registratidn Number/USCIS Number).

% until {expiration date, if applicable, mes/dd S g
4" in the expiration date field. (See instri-ensa s

QR Code - Section 1
Do Not Write (n This Space

| Country of Issuance:

O Sign and date.
|§mw e of Employee, Togey's Dats (mm/ddyyyy)

O If necessary, complete the Preparer and/or Translator Certification boxes at the bottom
of page 1.

Page 1 of 2
EN-000000-119-1.0




PALCO

O Enter the worker's name and citizenship status as it appears on pag_1

Last Name (Family Name First Name (Given Name M.J. | Citizenship/imrigration Status
Employee Info from Section 1 { 4 ) f 4 | 4 -

2. Complete page 2. Must be completed by the employer.

[0 Refer to page 3 of the I-9 for appropriate verification documents. Complete all lines
associated with the documents provided in the space designated. You must complete
one, but not both, of the following two options for submission:

0 One document from List A. o
[0 One document from List B and One document fi

ist C,

List A OR Llst B
tdentity and Employment Authorization i e orization

Document Title Document Title "
I ssuinl W l

| Expiration Date (if anyybesstt 8.7 | Expiration Daj s h : Expi Date (if any){mm/ddiyyyy)

Issuing Authority tssuing Authari

Document Number Documen aber

d on page 2 of the |-9. The employer
ts.

[ Attach coples of the venflcatlo doc

O Provide the employee’s first d Bt in the space provided. This date must

o

Titie of Employer or Authorized Representative

orized Representative | Employer's Business or Organization Name

City or Town ‘Sm Z!P Code

Gviously worked for the employer within the last three years. If none of
, leave Section 3 blank.

[l Sign, date, and print the employer’s name at the bottom of the page.

Signature of Employer or Authorized Representative | Today's Date (mm/dd/yyyy) Name of Employer or Authorized Representative

For more information and assistance on how to complete this form, visit
hitps://www.uscis.qov/i-9.

Page 2 of 2
EN-000000-119-1.0




Employment Eligibility Verification USCIS

Department of Homeland Security Form 1-9

. . . . . OMB No. 1615-0047
U.S. Citizenship and Immigration Services Expires 10/31/2022

»>START HERE: Read instructions carefully before completing this form. The instructions must be available, either in paper or electronically,
during completion of this form. Employers are liable for errors in the completion of this form.

ANTI-DISCRIMINATION NOTICE: It is illegal to discriminate against work-authorized individuals. Employers CANNOT specify which
document(s) an employee may present to establish employment authorization and identity. The refusal to hire or continue to employ
an individual because the documentation presented has a future expiration date may also constitute illegal discrimination.

Section 1. Employee Information and Attestation (Employees must complete and sign Section 1 of Form I-9 no later
than the first day of employment, but not before accepting a job offer.)

Last Name (Family Name) First Name (Given Name) Middle Initial

Address (Street Number and Name) Apt. Number | City or Town

Date of Birth (mm/dd/yyyy) U.S. Social Security Number Employee's E-mait Address

I am aware that federal law provides for imprisonment and/or fines for false st

aents or use of false
connection with the completion of this form.

| attest, under penalty of perjury, that | am (check one of the follgy .

[[] 1. A citizen of the United States

[___| 2. A noncitizen national of the United States (See instructions)

D 3. A lawful permanent resident  (Alien Registration Numbg ‘

|:| 4. An alien authorized to work until (expiration date, if _
Some aliens may write "N/A" in the expiration date field. (Sei

QR Code - Section 1

Aliens authorized to work must provide only one af Do Not Write In This Space

An Alien Registration Number/USCIS Number & » iSSi be . Foreign Passport Number.

1. Alien Registration Number/USCIS Number:
OR

2. Form 1-94 Admission Number:

OR

3. Foreign Passport Number:

Country of Issuance:

Today's Date (mm/dd/yyyy)

Slgnature of Preparer or Translator Today's Date (mm/dd/yyyy)
Last Name (Family Name) First Name (Given Name)
Address (Street Number and Name) City or Town State ZIP Code

@ Employer Completes Next Page o

Form I-9 10/21/19 Page 1 of 3



Employment Eligibility Verification USCIS

Department of Homeland Security 01\53?1116115'%047

U.S. Citizenship and Immigration Services Expires 10/31/2022

Section 2. Employer or Authorized Representative Review and Verification

(Empioyers or their authorized representative must complete and sign Section 2 within 3 business days of the employee'’s first day of employment. You
must physically exarine one document from List A OR a combination of one document from List B and one document from List C as listed on the "Lists
of Acceptable Documents.")

- Last Name (I-'amily Name) First Name (Given Name) M.l. | Citizenship/Immigration Status
Employee Info from Section 1
ListA OR List B AND ListC
Identity and Employment Authorization Identity ployment Authorization

Document Title Document Title Document
Issuing Authority Issuing Authority

Document Number Document Number

Expiration Date (if any)(mm/dd/yyyy) Expiration Date (if any)(mm/dd/yyyy)

Document Title

OR Code - Sections 2 & 3

Issuing Authority Additional Information Do Not Wite In This Space

Document Number

Expiration Date (if any)(mm/dd/yyyy)

Document Title

Issuing Authority

Document Number

Expiration Date (if any)(mm/dd/yyyy)

Certification: | attest, under pe t, hhave ﬂa.h. ed the document(s) presented by the above-named employee,
(2) the above-listed document( ines Wto relate to the employee named, and (3) to the best of my knowledge the
employee is authorized to work

The employee’s first day of em (See instructions for exemptions)

Signature of Employe) thorized Re e ' Today's Date (mm/dd/yyyy) | Title of Employer or Authorized Representative
Household Employer

Last Name of er or Authorize: i First Name of Employer or Authorized Representative | Employer's Business or Organization Name

Employer's Bi nization ess (Street Number and Name) | City or Town State ZIP Code

Section 3. Reverj i d Rehires (To be completed and signed by employer or authonized representative.)

A. New Name (if applicab B. Date of Rehire (if applicable)

Last Name (Family Name) First Name (Given Name) Middle Initial Date (mm/dd/yyyy)

C. If the employee's previous grant of employment authorization has expired, provide the information for the document or receipt that establishes
continuing employment authorization in the space provided below.

Document Title Document Number Expiration Date (if any) (mm/ddfyyyy)

| attest, under penalty of perjury, that to the best of my knowledge, this employee is authorized to work in the United States, and if
the employee presented document(s), the document(s) | have examined appear to be genuine and to relate to the individual.

Signature of Employer or Authorized Representative | Today's Date (mm/dd/yyyy) Name of Employer or Authorized Representative

Form I-9 10/21/19 Page 2 of 3



s e N

LISTS OF ACCEPTABLE DOCUMENTS
All documents must be UNEXPIRED

Employees may present one selection from List A
or a combination of one selection from List B and one selection from List C.

LISTA LISTB LISTC
Documents that Establish Documents that Establish Documents that Establish
Both Identity and identity Employment Authorization
Employment Authorization OR AND ;

1. U.S. Passport or U.S. Passport Card 1. Driver's license or ID card issued by a 1. &0 \

——3State or outlying possession of the - U H82ard includes one of
United States provided it contains a B '
photograph or information such as
name, date of birth, gender, height, eye

2. Permanent Resident Card or Alien
Registration Receipt Card (Form |-551)

3. Foreign passport that contains a color, and address
temporary 1-551 stamp or temporary
1-661 printed notation on a machine- 2. ID card issued by federal, st 7
readable immigrant visa government agencies or entiti ORK ONLY WITH
— provided it contains a pho rap
4. Employment Authorization Document information such as g of report of birth issued

}h;é E;:)ontains a photograph (Form gender, height, ex

epartment of State (Forms
50, FS-545, FS-240)

riginal or certified copy of birth
certificate issued by a State,
county, municipal authority, or
territory of the United States
bearing an official seal

5. For a nonimmigrant alien authorized
to work for a specific employer
because of his or her status:

a. Foreign passport; and
b. Form [-94 or Form |-94A that has

the following: 4. Native American tribal document
M Thg same name as the passpo 5. U.S. Citizen ID Card (Form 1-197)
an

6. Identification Card for Use of
Resident Citizen in the United
States (Form [-179)

(2) An endorsement of the alien's
nonimmigrant status a
that period of endors

not yet expired and ti

proposed employmen

is under age 18 who are 7. Employment authorization

document issued by the
e to present a document 4 ,
listed above: Department of Homeland Security

10. School record or report card

11. Clinic, doctor, or hospital record

12. Day-care or nursery school record

Compact ofFree Assocuatlo .
the United States ar 7or RMI

Examples of many of these documents appear in Part 13 of the Handbook for Employers (M-274).

Refer to the instructions for more information about acceptable receipts.

Form I-9 10/21/19 Page 3 of 3



PALCO

Instructions for Worker Payroll Forms

Please complete the appropriate IRS, state withholding, and additional forms in order to become
a worker in the West Virginia Personal Options Program. Follow the instructions listed below. All
areas highlighted must be signed.

« The Payroll Information Worksheet is used to determine any exe s you qualify for in

-order for Palco to calculate the proper payroll and payroll tax for.y

O Complete all fields in the Required Information section.
0 Select the reason for completing the form.
0 Complete Part A.
v Please select the option that most closehds
O Complete Part B.
v Please select the option that most clg
O Sign and date the bottom of the form.

¢ The IRS Form W-4 is used by Palco to € ht e ( Gent of federal income tax
from your paycheck. Complete Steps 1-47% hen, o0 and date the bottom of the form.

O Complete the first secti
Number.

W Direct Deposit Authorization Agreement is used to inform Paico
paid and gives Palco the authority to pay you via electronic funds

ct Deposit option, please follow the instructions on the form. If you
Money Network Services option, Palco will enroll you with our partners
etwork Services.

at First Data Mo

EN-320000-IWP-1.0




i PO Box 242930

i ( Little Rock, AR 72223

PAL O Toll Free 866.710.0456
K Online:

Payroll Information Worksheet

As a home care worker in self-direction, your payroll tax withholdings are subject to special tax
rules, and your residency may impact your benefits under labor laws. Completing this form
accurately will ensure that your taxes and benefits are calculated properly.

REQUIRED INFORMATION
F
Employee Name ID

| Employer Name

Select the following box that applies:

L1 This form is part of your first-time enrollment with
[0 You are already enrolled with Palco and negi

Part A: Family Member Exemptions p

certain taxes, such as FICA (Social Sed kity ant 14 re), FUTA (Federal Unemployment)
' : information about this in IRS Publication
15. »

Relationship to Emplov
Child employed by Parent
Parent employed by Adult Child
(including Adoptive ag

Exempt

Exempt Exempt

' If you are not exempt as indicated above, appropriate taxes, including FICA, will be withheld. Should you not
meet the annual IRS domestic service wage threshold for the current tax year, your FICA will be refunded to you
in January of the following year, and your W-2 will reflect that no FICA was withheld.

2 In most states, an exemption from FUTA will also apply to SUTA.

Page 1 of 2
EN-00000-PIW-2.0 (NO DOC)



- PO Box 242930
: Little Rock, AR 72223
Toll Free 866.710.0456

il Online:

Part B: Overtime Payments
There are several factors that may qualify you as being exempt from overtime payments or
ineligible for overtime based on program specific rules. Please check the box that applies below:

O Exempt from overtime pay for any reason, including program rules or that | meet the DOL
Home Care Rule Exclusion qualifications, which means that | am a live-in caregiver or |

reside at the participant’s residence at least 5 days per week. (See 4% CFR §552.102

and DOL Fact Sheet #79B). By checking this box, | understand that, i@y employer or the

program allows me to work more than 40 hours per week, any hougd ¥at | do work over 40
——inawork week, will NOT be paid at overtime rates.
O Non-Exempt. | do not qualify for any exemptions and understand ti

rates for time worked beyond 40 in a work week.

If any of the information in this document changes at i plete a new
document and submit it to Palco immediately. Failuzg
you or other employment-related matters from,
incorrectly calculating or withholding pay dueg
Payroll Information Worksheet. By signing® %
document is correct and understand th
any changes in this information, and
supplied herein.

ot responsible for
and submit a new
Yertify thathe information in this
. Yurden to notify Palco immediately of

“harmless for any incorrect information

Employee Printed Name

Employee Signature Date

Y o

urn thj

Please Pa‘ via email to enrollment@palcofirst.com or via fax to 501-821-0045.

Page 2 of 2
EN-00000-PIW-2.0 (NO DOC)



. W=4 Employee’s Withholding Certificate

Complete Form W-4 so that your employer can withhold the correct federal income tax from your pay.

Give Form W-4 to your employer.

OMB No. 1545-0074

2023

Department of the Treasury i i

Intemal Revenue Service Your withholding is subject to review by the IRS.

St ep 1: (a) First name and middle initial Last name (b) Social security number

Enter Address Does your name match the

Personal name on your saclal security

i card? If not, to ensure you get

Information City or town, state, and ZIP code credit for your eamings,
contact SSA at 800-772-1213
or go to www.ssa.gov.

{c) |:| Single or Married filing separately
D Married filing jointly or Qualifying surviving spouse
[:] Head of household (Check only if you're unmarried and pay more than half the costs of keeping up a

r yourself and a qualifying individual.)

Complete Steps 2-4 ONLY if they apply to you; otherwise, skip to Step 5. See page 2 form
claim exemption from withholding, other details, and privacy.

Step 2: Complete this step if you (1) hold more than one job at a time, or (2) are ma
Multiple Jobs also works. The correct amount of withholding depends on income earned fro
or Spouse Do only one of the following.

Works {a) Reserved for future use.

{c) If there are only two jobs total, you may check 3
option is generally more accurate than (b) if z

Complete Steps 3-4(b) on Form W-4 for only ONE of t
be most accurate if you complete Steps 3—4(b) on the For

Step 3: If your total income will be $200,000 o

Claim Multiply the number g8

Dependent i 1 L
and Other Multiply the numbel RNty 5k Y

_ i s if married filing jointly):
age 17 by $2,000 $

Credits Add the amounts above ol lifying"“lii hand other dependents. You may add to
this the amaunt of any other ¢y s, U otal here e e e 3 [$
Step 4 {a) Other you want tax withheld for other income you
(optional): expect 1 nolding, enter the amount of other income here.
Other | | ds, and retirement income 4(a) [$
Adjustments jong expect to claim deductions other than the standard deduction and
our withholding, use the Deductions Worksheet on page 3 and enter
. 4(b) |$
Enter any additional tax you want withheld each pay period . 4(c) |

Step 5: jury, | declare that this certificate, to the best of my knowledge and belief, is true, correct, and complete.
Sign
Here

Employee’s signature (This form is not valid unless you sign it.) Date
Employers | Employer's name and address First date of Employer identification
Only employment number (EIN)

For Privacy Act and Paperwork Reduction Act Notice, see page 3. Cat. No. 10220Q

Form W-4 (2023)



Form W-4 (2023)

Page 2

General Instructions
Section references are to the Internal Revenue Code.

Future Developments

For the latest information about developments related to
Form W-4, such as legislation enacted after it was published,
go to www.irs.gov/FormW4.

Purpose of Form

Complete Form W-4 so that your employer can withhold the
correct federal income tax from your pay. If too little is
withheld, you will generally owe tax when you file your tax
return and may owe a penalty. If too much is withheld, you

_will generally be due a-refund. Complete-a-new-Form-W-4—
when changes to your personal or financial situation would
change the entries on the form. For more information on
withholding and when you must furnish a new Form W-4,
see Pub. 505, Tax Withholding and Estimated Tax.

Exemption from withholding. You may claim exemption
from withholding for 2023 if you meet both of the following
conditions: you had no federal income tax liability in 2022
and you expect to have no federal income tax liability in
2023. You had no federal income tax liability in 2022 if (1)
your total tax on line 24 on your 2022 Form 1040 or 1040-SR
is zero (or less than the sum of lines 27, 28, and 29), or (2)
you were not required to file a return because your income

was below the filing threshold for your correct filing status. If :

you claim exemption, you will have no income tax withha!d
from your paycheck and may owe taxes and penaltiesgt %
you file your 2023 tax return. To claim exemption from' &
withholding, certify that you meet both of the conditions,
above by writing “Exempt” on Form W-4 in the space beli"
Step 4(c). Then, complete Steps 1(a), 1(b), aad 5. Do not ¥
complete any other steps. You will need it

Form W-4 by February 15, 2024,

self—employment taxes on any se| &
receive separate from the wages

'3 that tax by the
\ ar, and include
i on Step 4(c). You can
Jof self-employment tax to
giiate self-employment tax,

: rnployment income by
14.13% (this rate is a —wvay to figure your self-
employment tax and equals the sum of the 12.4% social
security tax and the 2.9% Medicare tax multiplied by
0.9235). See Pub. 505 for more information, especially if the
sum of self-employment income multlplled by 0.9235 and
wages exceeds $160,200 for a given individual.

Nonresident alien. If you’re a nonresident alien, see Notice
1392, Supplemental Form W-4 Instructions for Nonresident
Aliens, before completing this form.

compute yo[' =
number of p

Specific Instructions

Step 1(c). Check your anticipated filing status. This will
determine the standard deduction and tax rates used to
compute your withholding.

Step 2. Use this step if you (1) have more than one job at the
same time, or (2) are married filing jointly and you and your
spouse both work.

If you (and your spouse) have a total of only two jobs, you
may check the box in option {c). The box must also be
checked on the Form W-4 for thegther job. If the box is
checked, the standard deducti@iind tax brackets will be
cut in half for each job to cal L e W|thho|d|ng This option

' i ay; otherwise, more
is extra amount

two jobs

pil 5 claim when you file your
. tax credit, the child must

e G i must have the required social security number.
u mE e able to claim a credit for other dependents for

 + child tax credit can’t be claimed, such as an older
a qualifying relative. For additional eligibility

| waer tax credlts for which you are eligible in this
N such as the foreign tax credit and the education tax
e\ 5. To do so, add an estimate of the amount for the year
to your credits for dependents and enter the total amount in

. Step 3. Including these credits will increase your paycheck
“%&”and reduce the amount of any refund you may receive when

you file your tax return.
Step 4 (optional).

Step 4{a). Enter in this step the total of your other
estimated income for the year, if any. You shouldn’t include
income from any jobs or self-employment. If you complete
Step 4(a), you Ilkely won't have to make estimated tax
payments for that income. If you prefer to pay estimated tax
rather than having tax on other income withheld from your
paycheck, see Form 1040-ES, Estimated Tax for Individuals.

Step 4(b). Enter in this step the amount from the
Deductions Worksheet, line 5, if you expect to claim
deductions other than the basic standard deduction on your
2023 tax return and want to reduce your withholding to
account for these deductions. This includes both itemized
deductions and other deductions such as for student loan
interest and IRAs.

Step 4{(c). Enter in this step any additional tax you want
withheld from your pay each pay period, including any
amounts from the Multiple Jobs Worksheet, line 4. Entering
an amount here will reduce your paycheck and will either
increase your refund or reduce any amount of tax that you
owe.



FORM WV IT-104
WEST VIRGINIA EMPLOYEE’S WITHHOLDING EXEMPTION CERTIFICATE

Complete this form and present it to your employer to avoid any delay in adjusting the amount of state income tax to
be withheld from your wages.

t be sufficient to
of the year. You

i you do not complete this form, the amount of tax that is now being withheld from your pay ma
cover the total amount of tax due the state when filing your personal income tax return after th
may be subject to a penalty on tax owed the state.

Individuals are permitted a maximum of one exemption for themselves, plus an additi
and any dependent other than their spouse that they expect to claim on their tax return.

Enter the amount you want withheld on line 6.

If you determine the amount of tax being withheld A b, £ Viay reduce the number of exemptions you are
claiming or request additional taxes be withheld frc od. Enter the additional amount you want to have
withheld on line 6. ‘ :

WVIIT-104
Rev. 12/20

Name

Address

City Zip Code
1 amption, enter “1”, if you do not, enter “0 .........cccooeeeeeiiiiceecen.
2 i for husband and wife if not claimed on another certificate
ese exemptions, enter “2”
- ese exemptions, enter 1" ———

(c) of these exemptions, enter “0”
3 If you cl. for one or more dependents, enter the number of such exemptions. ...........
4 Add the number of exemptions which you have claimed above and enter the total ...............cooo....... I:l
5. If you are Single, Head of Household, or Married and your spouse does not work, and you are

receiving wages from only one job, and you wish to have your tax withheld at a lower rate, check here El

6. Additional withholding per pay period under agreement with employer, enter amount here .............. $

| certify, under penalties provided by law, that the number of exemptions claimed in this certificate is not in excess of those to which | am entitled.

Date Signature




- PO Box 242930
(1955 D Little Rock, AR 72223
w J Toll Free 866.710.0456
b Online:

Pay Selection and Direct Deposit Authorization Agreement

HOW WOULD YOU LIKE TO BE PAID?
Payment Selection: (please check only one box)

[0 Direct Deposit: I Money Network Services.*

*If you choose the Money Network Services Option, Palco will enroll you with our partners at gt Data:

Money Network Services. You will need to sign an additional Money Network Services Fo

Request Type (check one):
0 New Account Setup

[0 Change in Existing Account O Cane

Account Holder's Full Name

Financial Institution ~ Routing Number
|

Type of Account (select one): 0 Check

OR

= . ' ion listing account holder name, account,
and routing number. This i 0 iom banks and paperwork from pre-paid
cards.

" Hebit entries for the purpose of correcting an erroneous
the event Palco is unable to initiate debit entries, | authorize
+is owed to me. | understand Palco is not responsible for any
v ncorrect or incomplete information supplied by me or by my financial
the part of my financial institution in depositing funds to my account. |
sibility to verify the crediting of funds by my financial institution prior to
sunt. | understand the risks of sharing an account with others, including
Ico is not responsible for any charges | incur from my financial institution.
t must be submitted to Palco immediately. This authorization will remain in
alco has received written cancellation in such time and in such manner as to
propriate financial institutions a reasonable opportunity to act on it.

Any changes to my ac
full force and
afford Palco ais

Printed Name

Signature Date

Please return this form to Palco via email: enroliment@palcofirst.com or
via fax to 1.877.859.8757.

EN-320000-PDA-1.0
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A\ Support Coordination- Using This Guide

Hello Support Coordinator! This SC Manual will serve as one of the most important tools
in your toolbox!!! The guide will walk you through the entire certification process section
by section and can even be used as a script. This guide is an extension of the Employer
Handbook which will be provided to the Participant/Employer however you should not
share with guide with anyone externally. It is your resource to be used for explaining all
the key topics and educating your participant on everything they need to know.

A few tips when navigating in the guide:

e Allregular text in black is part of the script and information you should relay in
your certification visit to the Participant.

e Anything in blue is a note or tip for you. It may contain instructions or directions
on next steps to help guide you.

o Textin purple are email templates or other written resources that you can share
with the Participant/Employer via email after the training.

e Anything in red should be emphasized multiple times to the Participant/Employer
to ensure understanding as they are key items related to fraud, waste or abuse.

Ultimately this guide is here to educate and support you, but we want you to feel
confident and develop your own style. Do not feel like you must be a robot relaying
every word. Create a person-centered process by getting to know the Participant you
are working with and their situation. Tailor your training to cover the things that they
most need to know about. For example, a Participant with a lot of family supports who
plans to use all known friends and family for their caregiver supports may not need a lot
of training on Section 4 around recruiting. But you should be sure to cover key
components like program compliance and who can/cannot be a paid caregiver.
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Introduction and Employer Handbook

Start the meeting by introducing yourself and your role. The role of the support
coordinator is to provide training and support to Arkansas self-directing participants. In
this visit, you will be working to certify them with all of the key information necessary to
successfully manage their self-directed care. The information covered today will be
shared with them via email following the visit today via the Employer Handbook. This
resource will be great to save and look back on anytime there are questions. Make sure
you have their email address. In addition to this meeting today, you will be contacted by
a Palco Enrollment Coordinator whose responsibility it will be to assist you with the
paperwork and forms necessary to enroll. |

Following this meeting today, | will be your ongoing support for the program to provide
you training and resources as you need it. That said, you should always contact Palco
Customer Support with questions. They can send me a note to get in touch with you if
you need more in-depth assistance. | will also contact you for regular home-based
monitoring visits required by the State. Always make sure you take my calls and follow
up timely if we miss each other, program rules state if you are not reachable your
services can stop so its important we stay in regular contact.

Section One- Purpose of the Program

AR Independent Choices gives Home and Community Based Services waiver recipients
the opportunity to direct their care and have more control over their caregiver support
services. It provides an alternative to traditional agency-based care, nursing facility
placement and allows you to hire family and friends you are most comfortable with to
do your care.

You will work closely with your Case Manager RN to review your needs and determine
the level of care you qualify for. If you have a change in your needs or need assistance
you should contact your RN.

Overall, this program is intended to increase independence and self-sufficiency, offer
greater control over caregiver supports, improve the quality of services, enable clients to
have a healthier and more productive life, and provide opportunity for greater flexibility
and control in managing support needs.

There are many benefits of self-directed services. Self-direction represents a shift in the
way home and community services are delivered and evaluated.
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Clients and their families have the opportunity and support to choose the amount and
type of services based on personal assessment, who will provide the services, when and
where services will be provided, and how services will be provided.

Consumer directed service models are founded on the principles of self- determination.

So, what is self-determination?

Self-determination is the ability or right to make one’s own decisions without
interference from others.

-~ —Self-determination gives-control-and-choice to the personreceiving services rather than
a professional deciding what the individual needs.

Self-determination also increases the individual's ability to participate in and contribute
to his or her community and live the life he or she wants.

The five principles of self-determination are:

Freedom is the opportunity to choose where and with whom one lives as well as
how one organizes all important aspects of one’s life with freely chosen
assistance as needed.

Support- Clients have the ability to organize their support in ways that are
unique to them. They may want or need assistance to care for themselves, be an
active part of their community, or take care of their home.

Authority- There are two types of authority we will discuss- budget authority
and employer authority. Budget Authority allows clients to make decisions about
how their Medicaid dollars are spent, within certain state and federal rules and
regulations. Clients develop their own spending plan to determine how their
monthly allocation will be used to support them in the community. Employer
authority allows the client to select, hire, and manage the workers who will
support them, including friends and family members.

Responsibility- Clients also have an obligation to use public dollars wisely, and
to contribute to one’s community.

Confirmation - is the recognition that individuals with disabilities should have a
leadership role in the redesign of the long-term care service system.
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In this section, we will talk about the numerous key players who contribute to the
success of the program and what their roles and responsibilities are.

Key Players
e Participant
o Manage and direct support services or designate an representative to
complete this on their behalf
o Maintain Medicaid eligibility
_o_ Comply with all program requirements.
e Representative / Employer of Record
o You have the option of having a representative. A representative is chosen
when you feel like you are unable to make your own decisions, specifically,
decisions about who to hire, how much to pay them, what tasks you want
them to do, etc.
o Ifyou can make decisions like this on your own, you do not need a
representative. If you are unable to make these decisions, you can appoint
a representative. However, if you appoint a representative, that person will
become the employer. In other words, your representative will become
your caregiver’s supervisor, so the representative will decide who to hire,
how much to pay them, how tasks should be done, etc.
e Caregivers
o Provide day to day support as directed by the Participant/Employer and as
outlined in the approved plan of care.
e Backup Workers
o Provides support when your regular caregiver(s) are not available
o Backup workers can be paid or unpaid depending on the arrangement and
role they fill in the Participants life
* Palco
o Pays caregiver(s) via direct deposit from participant’s Medicaid funds as
authorized in the approved budget/plan.
o Withholds the appropriate amount of employer and worker taxes.
o Provides caregivers with W-2s,
o Provides customer service center to answer general questions.
¢ Palco Support Coordinator
o Provides training and support for the Participant/Employer on self-
directed services and the employer roles and responsibilities.
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o Monitors progress via visits and phone calls to help ensure success.
¢ Palco- Enroliment Coordinator
o Assists with processing paperwork and getting the Participant, Employer
and Caregivers enrolled
o If anew caregiver is being added/hired they can also assist with getting a
packet generated and answer any questions
e DHS RN (Nurse)
o Performs a functional assessment of ability to perform activities of daily
living and instrumental activities of daily living.

o Determines the types of services that can be received and the number of

service hours that you can receive during a biweekly period (14 days).
e DHS

o Determines the start date for when a Participant can begin services and
when their caregiver can start being paid.

o Creates the budget that will be used to pay caregivers and purchase
additional items that will allow you to sustain your independence in your
home and community.

¢ DHS County Office (DCO):

o Oversees your Medicaid status and answers any Medicaid-related
questions.

o Provides information about additional resources.

Medicaid provides a budget that is used to hire a caregiver and buy goods and services
that can be used to allow you to live in your community while receiving care. The
amount of funding available to you was determined by the number of hours and level of
service you require based on your recent DHS nurse assessment.

Budget Effective Dates — If you successfully complete your INEO/NEO training and
return all necessary paperwork to Palco within the enrollment timeframe, you'll be given
a start date from DHS. This is the date that your caregiver can begin receiving payment
for his or her services. Palco does not have the authority to give you a start date.
Workers must not begin working before you are given the start date. You are liable for
any payments due to your caregiver for services provided prior to the start date.
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Total Budget for all Services — This amount is determined by DHS and is the
maximum amount of money you may spend in a 14-day period. Palco has no authority
to increase or decrease this amount.

Employer Tax Rate — Because you are the employer, you are set up like a small
business. Therefore, you are required to pay employer taxes, which come out of your
Total Budget for all Service. The tax rate is determined by the Internal Revenue Service,
Department of Workforce Services, and Department of Finance and Administration.
Palco is unable change this rate. There are four types of taxes that when added
together make up the Employer Tax Rate for new employers. If you have self-directed

before, you may have a slighfly different tax rate:

o Social Security:

e Federal Unemployment Tax (FUTA):
e Medicare:

e State Unemployment Tax (SUTA):

Due to federal and state regulations, your tax rate will typically change once a year.
While you cannot control the Social Security, Medicare, and FUTA rates, you do have
some degree of control over the SUTA rate. If your caregiver quits or is terminated and
receives unemployment, it's possible that your SUTA rate could go up. If you are a good
employer, you can reduce your caregiver turnover, thus keeping your SUTA rate lower.

Hours — This is the number of service hours that your DHS nurse has determined you
may receive in a 14-day period. Palco has no authority to increase or decrease the
number of hours you receive. RATE — This is the rate (not including taxes) that your
caregiver receives.

While you determine this amount, there are two rules to which you must adhere:

1) This rate cannot go below minimum wage, which is $10.00 per hour.
2) You must stay within your Total Budget for all Service.

Rate Plus Tax — This amount shows you how much money per hour it costs you to pay
the caregiver. In other words, this is the amount of money that is taken out of your
Total Budget for all Service for every hour that the caregiver works. It is figured by
adding the Tax Rate to the Rate that you set for your caregiver.
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Cost of Hours — This is the portion of your Total Budget for all Service that you use
during a 14-day period. This amount is determined by multiplying the Rate Plus Tax by
the Hours.

You'll probably notice that there is a very small amount left in your Total Budget for all
Service after the Cost of Hours- is deducted. That small amount acts as a cushion in
case your tax rate changes during the year. In other words, if your tax rate goes up
during the year, that amount could keep you from going over budget. Palco is legally
required to refund any remaining funds in your account, including funds leftover for tax
rate changes or hours that have been unclaimed for one year, to Medicaid. Furthermore,
if you are ever disenrolled from théEfog?mT Palco has 45 days to return any unused
funds to Medicaid. Therefore, we encourage you to use as much of your budget as

possible.

Overtime and Minimum Wage- The Department of Labor requires all caregivers to be
paid minimum wage, as well as overtime for hours worked over 40 hours in a single
work week UNLESS the caregiver lives with the participant. For non-live-in caregivers,
DOL requires that overtime is paid at time and a half.

e Live-in caregivers who are exempt from receiving overtime because they live with
the Participant must indicate this on their enroliment forms. If this changes at any
time, you must notify Palco by completing a new Payroll Information Worksheet.

e Caregivers who do not live in the home with the participant must receive
overtime wages (time and a half) for hours worked over 40 hours in a single work
week. If you wish to use all available funds in your CEP to pay overtime claims,
you must complete the overtime claims processing form, available on our
website. Palco may only process overtime claims in accordance with DHS policy. If
funds are not available in your budget for overtime claims, DHS holds you solely
responsible for paying overtime wages from your private funds.

Should you wish to reduce the risk of incurring overtime or paying overtime claims from
your personal funds, there are several options to consider:

e Employ more than one caregiver and spread your hours of care between them so
that no single caregiver works more than 40 hours in one work week.

e Reduce your non-live-in caregiver's rate (not going below minimum wage) to
create additional available funds for overtime claims.

e Reduce your hours if you have an unpaid backup worker who would volunteer
the care.
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¢ Always have a backup worker in place to provide care when your regular
caregiver(s) are not available or when another caregiver has reached 40 hours of
work in a single week and you do not wish them to work overtime.

Palco is legally required to refund any remaining funds (leftover for tax rate changes or
hours that have been unclaimed for one year) to Medicaid. Your Support Coordinator
will assist you with using as much of your budget as possible and left just a small
amount for any possible tax rate changes. Furthermore, if you are ever disenrolled from
the program, Palco has 45 days to return any unused funds (including those funds in
savings) to Medicaid.

PAUSE THE TRAINING TO COMPLETE/REVIEW THE PARTICIPANTS CEP.

Emphasize that the employer has budget authority. THEY have control over deciding
exactly how much to pay the caregiver, designate for other goods/services/savings,
all within the budget allotted. When discussing caregiver rate, explain that you are
only providing information about the maximum and minimum rate allowed within the
budget, but the decision of what amount to pay within that range is up to the
employer.

Section Four- Caregiver Criteria

Hiring

As an employer, you must follow certain federal and program rules when choosing a
caregiver.

One federal rule that must be followed is the FLSA (Fair Labor Standards Act), which falls
under the jurisdiction of the DOL (Department of Labor). Current program policies
require caregivers to be paid at least minimum wage.

Other DOL rules which should be adhered to include, but are not limited to, paying
overtime and minimum wage to non-live-in caregivers, providing caregivers with a safe
and healthy work environment, and fair treatment of a caregiver. In addition, you may
not hire a caregiver who is under age 18.

The Department of Homeland Security requires workers to prove their eligibility to work
in the U.S. As such, your caregiver is required to complete an [-9 (found in worker
packet) to prove this eligibility.

The last federal law which must be followed is the EEOC (Equal Employment
Opportunity Commission) standards, which refer to federal laws prohibiting job
discrimination. In other words, when screening and hiring a caregiver you must not
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discriminate based upon race, color, religion, gender, national origin, age, sexual
orientation, etc.

Adhering to federal laws (i.e,, FLSA, EEOC, DOL) as they relate to the hiring and
treatment of your caregiver can protect you from potential frivolous lawsuits.

In addition to the federal rules which must be followed, there are several important
program rules related to choosing caregivers that also must be followed. One of those
rules is that the Participant and the Caregiver may not share a home unless they are
related by blood or marriage. There are two exceptions to this rule which prohibit a
-spouse-from-being-paid-as-a caregiver and a representative from-being paid as a
caregiver.

Last, employers should carefully choose a caregiver who will be fully dedicated to caring
for the participant as frequent changes in caregivers (4 changes in a 12-month period)
could result in additional counselor training or possible disenrollment from the
program. Furthermore, after carefully choosing a dedicated caregiver, employers should
effectively train, supervise, and evaluate the caregiver to avoid frequently caregiver
turnover.

Recruiting

If you do not already have someone in mind to be the caregiver, you'll need to go
through the hiring process to find a suitable caregiver. The hiring process, which can be
summarized in six steps.

Step #1 — Write a job description.

A job description helps you identify what expectations you'll have for your
caregiver, summarize what tasks you want your caregiver to do, how you want
these tasks done, and when you will need a caregiver to do these tasks. Consider
the characteristics you want the ideal candidate to have: Available work
schedule, honesty and integrity, communication styles, dependability, level of
experience and reliable transportation.

Step #2 — Finding Candidates.

After you have written an effective job description, advertise the position to find
candidates. The advertisement should include a general description of what tasks
are needed, the hours you want someone to work, your contact information, etc.
However, there are also certain pieces of information that should NOT be
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included in your advertisement like your home address, private health
information, whether or not you live alone, etc.

Step #3 — Screening Candidates.

Once you have enough interested applicants, you may begin the screening
process to see which applicants you want to interview. Look through the
information they provided you to For Internal Use Only 34 Compliance Manual
see if they have the necessary skills and experience to perform the tasks you
need. When you contact applicants to schedule a face-to-face interview, ask them
to bring thefollowing to the interview: resume with at least three professional
references, a driver’s license, and Social Security card.

Step #4 — Interviews.

Set up interviews with only your top candidates. It is a good idea to interview
more than one candidate so that you can compare the candidates' strengths.
Also, the program requires that you have a backup worker for when your main
caregiver is unable to work, so you may want to interview for that as well. During
the interviews, take lots of notes so that you can review them later. Look for red
flags that could indicate potential issues, including: unable to provide references,
seeming disinterested, late for the interview, unable to detail prior experience.

Step #5 — Check References.

Once you select your best candidates, call their references. Checking references is
essential. It gives you valuable information about the applicant. Ask questions
about the candidate when calling references. Write down the answers so that you
can review and compare answers later. Use the information from the references
to gauge whether the candidate is a good fit for you. Look for common
testaments across references, red flags, or conflicting statements from references.
This information will help you make a decision on the candidate to hire.

Step #6 — Selecting Your Caregiver.

After you have interviewed a sufficient number of individuals and checked their
references, choose the candidate(s) who will best help you with your needs. You
may hire more than one caregiver as needed, especially if you wish to reduce the
risk of incurring overtime. When you have made your decision, call the candidate
you would like to hire and offer him or her the job. Remind the candidate of the
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pay level and number of hours. Since the start date is determined by DHS, it will
not be possible to give the candidate a specific date on which s/he can start.
However, you can tell the candidate that the sooner Palco receives the worker
paperwork, the sooner a start date can be requested from DHS. Many employers
choose to hire a relative or friend to care for the participant because the
participant often feels most comfortable with a familiar person. The employer’s
ability to hire a relative or friend is one of the reasons this program is so popular
and successful. However, while it is perfectly acceptable to hire a relative or friend
to be the caregiver, there For Internal Use Only 35 Compliance Manual are
some potential-drawbacks that must be considered so that you can develop a
plan for dealing with any of these potential negative situations.

Consider the following potential drawbacks to hiring a relative or friend as the
caregiver:

o You will be this person’s supervisor, thus making you responsible for evaluating
him or her. Do you feel comfortable enough to make an objective and unbiased
assessment of this person’s job performance? Would you feel guilty having to
instruct and/or correct this person? Being an employer on this program means
that you are in charge — not your caregiver. If the caregiver begins to act like the
employer, it could be determined that you lack the necessary skills to be an
employer, causing your disenroliment from this program.

o Relatives and friends will sometimes disagree on things; this is normal. However,
how will you plan to keep these disagreements from affecting your working
relationship?

o If the caregiver performs substandard work, even after additional instruction and
training, how would you go about discussing with this person his or her
termination? If necessary, can you be assertive enough to terminate a poorly
performing caregiver, even if it's a relative or friend?

Paperwork

Palco has required employment paperwork that must be completed. You must assist
your caregiver with completing the paperwork required hiring paperwork. It is you and
your responsibility to ensure the paperwork is completed accurately and timely. Your
caregiver is not allowed to start working until Palco has provided notice that they are
cleared to work. One of the most common delays in an caregivers starting to work is
incomplete paperwork and the background checks. If you need help, your Enrollment
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Coordinator is available to assist you in understanding the paperwork and the process
that is required to complete the paperwork.

These forms are organized for you in the Enrollment Packet. The packet includes all of
the forms, instructions for the forms and resources. The fastest most efficient way to
enroll with Palco is via an online packet where you can sign electronically. Your Palco
Enrollment Coordinator will be contacting you to start that process.

The following checks are required for every caregiver.

¢ Criminal Background
¢ Adult Protection
e Child Maitreatment Check

Scheduling Caregivers

Budget funds are used to pay caregivers for specific services; however, the program
cannot pay everything that participants need to live independently in their homes. As
the employer, you may only ask the caregiver to perform tasks that your program
eligibility and DHS nurse authorize for your care.

Once you decide what tasks need to be performed, think about how often the tasks
need to be performed. Look at each individual task and consider how often they need to
be completed, how much time each task takes and consider if you have organized the
tasks in a way that there is enough time to effectively complete them. You may want to
consider developing a task grid or some other type of chart depicting how often you
want tasks performed.

Supervising Caregivers
Supervising the caregiver is one of the most important jobs of the employer.

It essentially has two parts: training and evaluating. Training the caregiver goes beyond
simply telling him or her what tasks need to be done. To effectively train a caregiver,
consider actually demonstrating for them how tasks should be done.

Use the following when deciding how to communicate to your caregiver how you want
tasks performed:
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* Could you use someone from your circle of support who understands how
to perform the tasks to demonstrate this for the caregiver?

* Do you have access to any resources (i.e., pictorial directions or videos)
that were provided by your physician, nurse, or other medical professional
that demonstrate how to perform certain tasks? * Are you able to provide
written or oral step-by-step instructions?

* Do some tasks take priority over others?

Be patient with your caregiver during the training process and have reasonable
expectations regarding his or her job performance. It may take someone who is new to
providing personal care to others a bit longer to master certain tasks than someone with
this type of knowledge and experience. Once your caregiver is properly trained, you'll
need to shift your focus to evaluating his or her job performance. You'll need to have a

plan to ensure that tasks are being performed appropriately.

Terminating Caregivers
Unfortunately, at some point, you may have to dismiss a Caregiver. It is a good idea to
follow some simple guidelines that will make the process less stressful for you.

® In the worker file, you have documented verbal warnings about the issues you
are having with the worker.

® You have written warnings that have been discussed and sighed by both you
and the Caregiver.

® There are corrective actions in the file. It would be wise to put specific timelines
with those requested changes in performance.

® Assoon as you dismiss an worker, you need to inform your FMS provider
according to their process and submit the Caregiver’s final timesheet. There are
Federal and state labor laws that require the final check to be processed within
this timeframe.

The decision and responsibility to dismiss caregivers is solely up to you as the
employer.

Your FMS provider has an unemployment account and file unemployment taxes based
on wages paid to their workers. Unemployment benefits may be available to workers
who have lost their job through no fault of their own.

Page 15 of 26



The decision to replace a caregiver should be considered carefully. You need to
determine under what circumstances you would terminate a caregiver's employment.
Some circumstances may be rectified by re-training your caregiver; however, there are
some circumstances in which termination is necessary. Ask yourself the following
questions when determining if you should terminate a caregiver:

* s the caregiver treating the participant in an abusive or threatening manner?

* Have you previously communicated to the caregiver what needs to be improved?
id the caregiver improve as a result of that discussion and re-training?

* Does the caregiver show a willingness to improve his or her job performance?

* How difficult would it be to find another caregiver to meet the participant's needs
and schedule?

Other Responsibilities

As the employer, a few additional responsibilities you must adhere to including ensuring
your caregivers are complying with EVV and preventing against fraud, waste and abuse.
These topics will be covered independently in future sections.

Section Six- Payroll and Electronic Visit Verification (EVV)

Payroll is the method by which your caregiver is paid. Your caregiver is paid on a biweekly basis, resulting
in 26 paychecks per year. In order for your caregiver to be paid, you as the employer must submit time via
Electronic Visit Verification (EVV) and the Palco Connect portal.

Electronic Visit Verification (EVV) is a system which electronically verifies that home or community-based
service visits occur by capturing and documenting six points of data:

¢ Type of service performed

e Individual receiving services

¢ Individual providing services

o Date of the service

* Location of the service

» Time services begins and ends

EVV is a federal mandate under the 21st Century Cures Act that requires compliance by
Medicaid agencies by January 1st 2020.

Your caregivers have two options for using EVV. They may clock in and out using the
AuthentiCare mobile app via their smart phone/device or they can clock in and out
using Telephony by calling a toll-free number and following the prompts. You will
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indicate your preference during the enrollment process with your Palco Enrollment
Coordinator.

Information on each method including user guides with images can be found on the
Palco website. www.palcofirst.com/arkansas

Once time is captured using EVV, both the Worker and Employer must approve the time
at the end of the pay period to submit it to Palco. All approvals take place in the Palco
Connect portal which is an online website which can be access from any computer or
smart phone browser. Connect is also the place where edits and manual entries can be

—made.Forexample, if a caregiver forgot to clock in-and needed to correct the time entry
to reflect the correct time they started their shift, they can do this in Connect.

All time entries go through an approval process to ensure everyone is in agreement.
Here is how the time flows.

1)
2)
3)
4)

5)
6)

7

Caregiver clocks in/out using EVV
Time is transferred into Palco Connect in an “Open” status under the Worker
Worker logs in to review the time, makes an necessary edits/additions and
submits the time to the Employer
Employer logs in to review the time sheet and either approves or rejects the time
a. Rejections are returned to the worker to correct and resubmit
Employer approved timesheets are submitted to Palco for processing
Palco runs validations and completes budget checks to determine payments
based on program rules
a. Palco may need to reject a shift/timesheet that is not payable and
requires corrections by the worker/employer.
Payment is issued on pay day following the published payroll schedule

More details on this process can be found in the Connect for EVV User Guide located on
the Palco website.

When the Employer submits the time to Palco, this is their attestation that the time is
correct and accurate. Submitting time for shifts that were not worked is considered
fraud and will be reported by Palco. Employers should safeguard their password for
Connect and not share this with anyone. Palco is a mandatory reporter of any suspected

fraud.
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Payroll Schedule

The Biweekly Payroll Schedule lists the dates of the biweekly service periods, submission
due dates for timesheets, and pay dates. You can find a copy of the Payroll Schedule on
the Palco website. The Arkansas Payroll Schedule follows a two week Tuesday — Monday
work week. Time submissions in Connect are due by the employer no later than the
Thursday following the end of the biweekly pay period. Payments are issued by Palco
the following Wednesday for those dates of service.

- Payments to Caregivers

Your caregivers will be paid via direct deposit to the account they have on file. This can
be updated by submitting a new Direct Deposit Authorization Agreement found on the
Palco website at any time. On pay day, Caregivers and Employers can access their pay
stubs via the Connect portal by selecting “Payments” at the top. Pay stubs will not be
mailed by Palco, they should be accessed via Connect.

Just like employers have to pay employer taxes, employees (caregivers) have to pay
taxes. This is mandated by federal and state laws.

As a result, your caregiver should understand that taxes and other possible deductions
(e.g., garnishments, etc.) are withheld first. In other words, if a caregiver is paid $8.50 per
hour and works 20 hours during a pay period, he or she should not expect to have
exactly $170 ($8.50 x 20 hours) directly deposited into his or her account, because that
amount does not account for the federal taxes, state taxes, and other possible
deductions that Palco is required to withhold.

Part of being an employer is to provide your caregiver with a W-2 for the previous year's
wages. As your FMS provider, Palco will do this for you. It is important to note that if
your caregiver's wages did not meet a specified threshold, his or her withholdings will
be returned to him or her. This threshold is determined by the IRS and may change from
year to year. In addition, if certain family member rules are met, you may not have
withholdings.

W-2s

Palco will issue all caregivers a W2 at the end of the year on behalf of the employer. W2s
are mailed no later than January 31% each year. Caregivers should follow up with Palco
only if they have not received this document by the 15% of February.
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Section Seven- Program Compliance

You are responsible for “self-reporting,” which means that you are required to
immediately report to the appropriate party if certain events transpire.

¢ Notify the DHS nurse if there's a change in the participant’s health or condition,
and notify DCO if there are changes in the participant’s assets or income. You
should contact Palco when any other significant changes occur.

e Palco should be contacted when you want to change representatives. Remember,
there’s a specific process for changing representatives.

e Palco should also be notified when there is a change in caregivers or.a change in
your caregiver’s live-in status that would affect overtime exemption. Remember
that all paid caregivers must submit accurate employee paperwork to Palco prior
to being able to pay them.

 Palco should also be contacted if the participant has been admitted to a hospital,
rehabilitation facility, nursing home, or other long-term care facility. We need the
admission date, and once the participant is discharged, we'll need the discharge
papers officially noting the admission and discharge dates and times.

A caregiver may NOT provide services while the participant is in the hospital,
rehabilitation facility, nursing home, or other long-term care facility. Caregivers
may record time on the timesheet for providing services to participants on the day of
hospital admittance and the day of hospital discharge so long as the times on the
timesheet don't conflict with the times noted on the discharge or admission papers. If a
timesheet is turned in for a pay period in which the participant was hospitalized or in a
rehab facility, both the employer and caregiver will be reported to OMIG for suspected
fraud. Furthermore, you will be disenrolled from the program.

There is a notification process to follow when planning a trip in which the participant will
be out of the home for an extended amount of time. Participants must have their PCP's
authorization to receive services outside their home. In other words, if the participant’s
caregiver wants to accompany the participant on a trip and be paid for providing
services during this time, the participant’s PCP will have to authorize this before the start
of the trip. Additionally, this authorization must be sent to Palco before the start of the
trip.

Please note that it is a program requirement that regardless of the reason, any
participant who is outside the home for more than 30 days be disenrolled. Any act that
intentionally or unintentionally violates program policy or Medicaid policy should
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immediately be reported to Palco, especially as it pertains to timesheets. It's important
to note that Palco has multiple methods in place to detect fraud and abuse.

Workplace Safety

As a Participant / Employer, you are in control of your services. You will need to monitor

your health and communicate your needs to your Caregivers. You must make sure you
_and your Caregivers know how to spot health problems and know what to do about

them.

Consider what your health care and warning signs are and how you will communicate
these to your caregivers. Some typical indicators of a Health-Related Emergency are:
Chest pain, Shortness of breath, Severe bleeding, Worsening infection, Color change or
drainage of a sore.

It is your responsibility to train your caregivers on any information they need to be your
employee and provide safe and quality services. Some standard training topics that you
should cover include, orientation to your home and preferences, how to use certain
equipment your care requires safely and properly, how to monitor health needs or
conditions you may have, certain health conditions your caregivers may be exposed to
and need to know of, proper lifting and moving, blood borne pathogens, and needle
sticks.

For more information on Blood Bourne Pathogens visit the fact sheet on the Palco
website. The best way to help prevent exposure to blood borne pathogens is
proper use of sharps containers. Practices such as recapping needles, washing and
reusing gloves and refusing vaccines like Hep B, all increase your risk of exposure.

Emergency Planning

Planning for unexpected circumstances is essential when receiving self directed services.
A written plan may help you think about what to do when you need Caregiver care right
away. This plan may be a simple call list of your backup Caregivers or a more complex
decision tree that can assist you to problem solve and find an Caregiver immediately.

Although optional it is highly recommended to complete a Health Care Emergency
Form. An example plan can be found on the Palco website.

The following information should all be kept on your Health Care Emergency
Form: Preferred hospital info, Primary Care Physician info, Medications and
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Medication schedule, and Pharmacy information. You should also include anything
you think would be useful in an emergency.

If you have a disability and rely on Caregiver services, you should make plans before a
community-wide disaster occurs. By planning ahead of time, you can be ready to solve
some of the problems that might arise in the event of a disaster. Preparing for a disaster
will help you to cope and recover more quickly. The rest of Section 8 contains
recommendations that may help you to plan ahead for possible disasters.

Abuse, Neglect and Exploitation

While we want to concentrate on the positive aspects of the Program, there are factors
you must consider in regards to your personal safety. Even if you have done your
utmost to ensure the quality of your Caregivers, there are times when you might
encounter dangerous situations in relationship to your Caregivers. While such events are
rare, you must consider the possibilities and take action to ensure your safety.

Types of abuse include: Physical Abuse, Sexual Abuse, Self-Abuse, Neglect, Financial
Exploitation, and Self-Neglect.

Itis important that you pay attention and can recognize a situation or relationship that
may be abusive. This page shows a list of questions you can use to assess potential for
abuse, neglect and exploitation.

Here are some tips on how to prevent and stop abuse, neglect, and exploitation:
Remember, with anyone — employee, friend, family member or stranger — you ALWAYS
have the right to say NO or STOP if they do anything wrong or uncomfortable.

If any type of abuse is happening to the client, report the abuse immediately to
someone who can help you. This includes- Your Nurse, Your Support Coordinator, DHS,
A friend or family member, or Adult Protective Services.

Even if you have already dealt with a situation and no longer feel you are in danger you
should still report it to your Support Coordinator as soon as possible.

Adult Protection

In addition to the previously mentioned resources, Adult Protection Services is a
valuable resource for reporting abuse, neglect and exploitation. The purpose of the
Adult Protection Service is to protect adults who cannot protect themselves. These
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adults are known as “at- risk adults.” All issues pertaining to APS cases are confidential,
including the identity of the reporter(s), Client information and APS response orders.

Backup Workers

This program requires that you have a backup plan. A backup plan guarantees that you
have someone to help you when your primary worker is unable to work. This backup
worker is someone you can call to help you with the tasks that your primary caregiver
would have done that day. This person can be an informal, unpaid worker, like a family
member, or, you may formally enroll another paid worker to serve as the backup worker.
If your backup worker wants to be paid, he or she must complete and return an
Employee Packet to Palco. Any changes to the backup worker should be communicated
to Palco.

Section Nine- Fraud

Medicaid is funded by federal and state tax dollars, so any program (like SDSB) that
relies on or uses Medicaid funding is heavily monitored to ensure that funds are being
used appropriately. The Office of the Medicaid Inspector General (OMIG) is the entity
responsible for investigating Medicaid fraud and abuse. In addition, OMIG refers
appropriate cases for criminal prosecution, recovers misused Medicaid funds, and
monitors Medicaid assistance programs.

Anyone (including family members, neighbors, caregivers, etc.) can report suspected
cases of fraud and abuse to Palco, and we are responsible for referring those cases to
OMIG. Once a case is referred to OMIG, your account is placed on hold, meaning that
Palco will be unable to pay your caregiver until we are granted permission to re-activate
your account.

The penalties for committing Medicaid fraud vary and, depending upon the situation,
can be applied to both the employer and the caregiver:

e Monetary fines, penalties, and restitution order

e Disqualification from receiving Medicaid benefits

 Civil judgments and liens on any real property you own

¢ Garnishment of wages

e Criminal prosecutions and a possible prison sentence

e Suspension or loss of professional licenses

e Exclusion from participating in Medicaid as a provider

e Depending on your immigration status, you could be deported.
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It is everyone's responsibility to guard against fraud. The following activities are
examples of behaviors that would be considered fraudulent:

* Submitting time that a Caregiver didn't actually work

» Forging signatures on a time sheet / logging into someone else’s Connect
account

» Providing services while someone is in the hospital or nursing home

 Billing for services not approved in your plan of care
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Now move into the documentation phase of the visit. Open the SC
Notebook and record information you have learned about the
Participant during the visit using the “Certification Visit
Documentation Template”. Record the information you know while
verifying it is correct with them verbally, ask questions to gather any
details you feel you do not yet have.
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Wrap up the certification visit by reviewing the next steps and a few
reminders on key details:

* Next Step — Enrollment. A Palco Enrollment Coordinator will be contacting you to
complete the required paperwork. You can get started on that process now by
having your caregivers start the APS/CPS/Background check process and
completing the forms. The forms require a notary and the results can take some
time so it is best to start on those right away.

o If you do not know who your caregivers will be, start recruiting now.
———e—Remember-Palco does not issue a start date: Once all of the paperwork and
checks are complete, DHS will provide Palco with your start date.
o Caregivers cannot start work / be paid by Palco until a start date is set by
DHS.
e Resources:

You will receive an email (See next page for email template) with valuable information
after this visit which will include:

* The Employer Handbook

* Your Cash Expenditure Plan (CEP)

= EVV Training Resources and Materials including a video

®= Links to the various resources discussed in the training (backup
plan, blood born pathogen safety, health emergency card).

Any questions?
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Certification Visit Template

Subject: Certification Visit Follow Up

Hello,

It was nice meeting with you today. | hope you found the information shared during our
appointment valuable and you are beginning to feel ready to self-direct your services.
Below and attached are some helpful resources to continue your journey towards
-directing-and managing your care. Please keep an eye out for an email/call from-your
Palco Enroliment Coordinator who will assist with the enroliment forms if you have not
heard from them already.

Attached:

e Employer Handbook - all the information we covered today (and more) are
included in this guide. Please save it so you can reference it whenever needed.

Helpful Links:
e Palco Website: www.palcofirst.com/arkansas

o On the Palco website you can find EVV Training Resources and Materials
including a video Links to the various resources discussed in the training
(backup plan, blood born pathogen safety, health emergency card).

e Background Check Packet- In case you want to get started on this process for
your workers as it can take some time.

As a reminder, Palco Customer Support is available 8:00 a.m. to 4:30 p.m., CST, Monday
through Friday, except on state holidays, to answer any questions you have about
program requirements, timesheets, payroll, etc. To reach this staff, please call (501) 604-
9936 or toll-free at 1- 866-710-0456 (TDD or TTY users, please dial 711 for Arkansas
Relay Service).

Thank you!
<SIGNATURE>
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Self-Determination
Over the past 20 years, individuals with physical and intellectual and developmental disabilities
and their families have been encouraged to take control of their lives and their care using a range
of goal-setting, choices and decision-making opportunities under the philosophies of self-
determination and self-direction. Through self-determination, individuals with disabilities are able
to live at home and participate in their communities.

—Self-determination is based on four basic principles:
1. Exercising the same rights as other citizens
2. Having the authority to control the funding needed for services and supports
3. Receiving support through an organization of resources, as determined by the person
with the disability
4. Taking responsibility to use public dollars wisely

Self-Direction
In Arkansas, self-direction helps people—18 years or older with different disabilities— exercise
more choice and control over their supports, live independently, and engage in their community.
They choose the services and supports that they need most and receive them at home. People
know their own needs better than anyone, so they can best decide how they would like to receive
services. For decades, people all over the country have thrived with self-direction.

The two hallmarks of true self-direction are employer authority and budget authority, as
described below.

Hallmarks of Self-Direction

Employer Authority * Individuals choos? their own workers
* People have the right to hire, fire, schedule and supervise their
workers
* Services are not arranged by an agency
Budget Authority * Individuals manage a specific allowance
* Allowance can be used to employ workers or purchase approved
goods (transportation, rehabilitation, assistive technology, ramps
and other)

Self-direction provides many benefits to individuals, their families, and communities:

® Research shows that people who direct their own services report higher instances of
having their needs met, higher satisfaction, and higher quality of services.
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® Self-direction can support people to work and volunteer, leading to additional benefits
for the individual and the community.

e Self-direction can minimize worker burnout
Self-direction creates new opportunities within local communities to employpeople who
may otherwise not be employed.

e When people have the opportunity to direct their own budget, they can use that money
to purchase goods and services within the local community.

® Self-direction can help ease financial burdens individuals face as workers.

Self-direction has other names: participant direction and consumer direction.

Financial Management Services (FMS)
Financial Management Services (FMS) helps families and program participants manage and
distribute the funds of a participant-directed budget. The FMS agency pays participant workers
by calculating and processing payroll, purchasing approved goods and services, and withholding,
filing, and paying federal, state, and local taxes. The agency also tracks participant budgets and
identifies instances where participants go over or under the budget.

Vendor Fiscal/Employer Agent (VF/EA) is a type of FMS. Under this model, companies like Palco become th
accounting agent for the employer of recordThis means that Palco assists with paying taxes, setting up
workers’ compensation insurance, and generating payroll, as required by Federal law (26 U.S.C. §3504
(Internal Revenue Code) and IRS Rev. Proc. 2013-39). For more information on the program setup, visit
Medicaid.gov and search for “Self-Directed Services."

Section Two- The Program

Program Overview
In Arkansas, the self-direction option is called the Independent Choices (IC), also known as the
Self-Directed with Service Budget, or SDSB program. IC gives you flexibility in your daily routine,
giving you the opportunity to take greater control of your life. The goal of IC is to:

Increase your independence and self-sufficiency

Improve the quality of attendant support you receive

Enable you to have a more healthy and productive life

Allow you greater flexibility and control in managing your support needs
Places you in the role of making decisions about attendant support

On the IC program, you are the boss. As the boss, you have control of how your personal assistance
services needs are met. When you choose to self-direct these supports, you are your worker's
employer. You make the decisions of how things are done and who does them. You can recruit,
hire, train, manage, supervise, and fire workers.

You receive a cash allowance for your personal assistance services and decide how it will be spent.
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You may want to use your entire allowance to pay for a worker, or you may choose to use part of
your allowance to purchase other items that support your care and independence.

Having more choice and control brings with it more responsibility. Having the choice to make
decisions about your care and how services are provided is almost like running your own small
business.

Program Eligibility
IndependentChoices(IC) is a service offered to adults 18 years or older who meet all the eligibility
requirements for participation. One of the main responsibilities of participating in IC is complying
~—with all program requirements, including maintaining your Medicaid eligibility.

IC is a Medicaid-funded program, so if you lose Medicaid funding, you will automatically be
removed from the program.

Additionally, make sure you complete your annual re-assessment through DHS or its contractor.
Always make sure that your representative is present when DHS or its contractor visits. If your
authorized hours change after the assessment, please notify your worker immediately. The person
you intend to hire as your worker cannot sign the assessment. Unfortunately, Palco cannot help
you receive additional hours during your assessment.

Along with being removed for losing Medicaid eligibility or missing an assessment, it's also
possible to be involuntarily removed for not complying with other program requirements,
including the following examples:

1.

Not having a worker. You must employ an active worker at all times in IC. tmay be
assumed that participants without a worker don't really need services and should
subsequently be removed.

Underutilizing your budget. This happens when you are not using all of the funds that
Medicaid has provided for you to pay your worker, such as your worker quits and you
don’t replace them. You receive additional hours as the result of a new assessment, but
your worker doesn’t turn in that additional time on the timesheet. Or, your worker works
but for some reason no timesheets are sent in to Palco.

Not meeting with the Palco Support Coordinator. It's required that you be present for
each scheduled counseling visit. If you miss two visits in 6 months, you could be removed.
Sometimes, employers miss appointments because their contact information has changed.
Remember, it is your responsibility to notify Palco with any changes to your phone
number, mailing address, and physical address.

Committing fraud. Those who intentionally or unintentionally commit Medicaid fraud
will be removed and will be turned over to the Office of Medicaid Inspector General for
investigation.
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5. Extended placement in facility care. The purpose of IC is to provide services inside your
home and community. Extended stays in facilities (i.e., hospitalization, rehabilitation,
nursing home, etc.) will result in removal from the program.

6. Failure or inability to follow program guidelines. Participation in this program means
that you must be compliant with all program requirements, such as properly using your
budget, notifying Palco of critical events and changes in your contact information, and
other compliance issues.

...7._Situations__in_which your health, safety, and well-being are compromised by
participation in the program. If the program is a threat to your health, safety, or
wellbeing, Palco will refer you to other services in order to ensure that your needs are
being met safely.

To voluntarily stop receiving services, you will first need to contact Palco Customer Support. Your
Palco Support Coordinator may then schedule a home visit to assist you with transitioning off of
the program and to other services. if you are a waiver client, changes will not become effective
until the following month. Before terminating self- directed supports, your Palco Support
Coordinator will first assist you in understanding any issues and offering a corrective action or
other supports, if needed.

DHS will send you a letter informing you of your loss of program services. It is important that you
read the letter because it lists the date when your case becomes inactive and when your use of
the budget must cease. If your worker continues to work after termination of services, you are
responsible for paying your worker’'s wages from your own funds.

You have the right to appeal a decision regarding your removal from the program. Filing an
appeal gives you the opportunity to have a decision reviewed. Follow the instructions in the letter
received from DHS on how to file an appeal. Additionally, appeal forms are available in your local
DHS county office. The date on the letter sent to you regarding disenrollment is the beginning
date of the time during which you can file an appeal.

Enrolling on the Program
Palco will assist you with enrollment on the program. The following tasks must be completed
before you will be provided with a program start date:

v" The employer completes initial program training and orientation, as required by DHS,

with a Palco Support Coordinator.

The employer has completed an enrollment packet to enroll as an employer.

The worker has completed an enrollment packet meant to establish their payroll information.
The worker has submitted to and cleared a series of criminal and related background
clearances.

ASANRN
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Once these tasks are completed, Palco will request a program start date on your behalf. You can
begin paying your worker once you receive a start date. DHS sets the start date, and it will be sent
to you via e-mail. Always notify Palco of any changes in your address. In addition, always keep an
email and a working telephone number, preferably with an answering machine or voicemail, so
that we can contact you.

Section Three- Resources

Working with Palco
Palco, an Arkansas company, partners with the Department of Human Services to guide you
—through-the-details-of directing your-own-care through1C.- - —

Palco is an agent for the employer for participants who receive services through self- direction
programs. This gives us authority to perform activities like calculating and processing payroll
checks for the employer (or participant), and withholding, reporting, and paying of federal, state,
and local taxes.

Palco provides you with a Support Coordinator, who helps you understand the program, stay
compliant with program guidelines, and monitors your success as an employer.

Support Coordinator Name | Phone Number [ Email

Palco Customer Support is available 8:00 a.m. to 4:30 p.m., CST, Monday through Friday, except on
state holidays, to answer any questions you have about program requirements, timesheets, payroll,
etc. To reach this staff, please call (501) 604-9936 or toll-free at 1- 866-710-0456 (TDD or TTY
users, please dial 711 for Arkansas Relay Service). Please have your Palco ID available when you
call. Any voicemails received after hours will be returned during business hours within 48 hours.

Participant Name | Participant Palco ID | Employer Name | Employer Palco ID

You may also email Palco at customerservice@palcofirst.com. We respond to all inquiries within
36 hours.

Authorized Representatives
An authorized representative is person who is your substitute decision maker, family member, or
any other identified individual who willingly accepts responsibility for performing employer and
budget management tasks that you may be unable or unwilling to perform yourself. Your
authorized representative must show a strong personal commitment to you and be willing to
follow your wishes and respect your preferences, while using sound judgment to act in your best
interest. They must be:
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e At least 18 years of age.

e Presentand willing to participate in initial training and orientation by Palco Support
Coordinators between regular business hours.

¢ Not convicted of Medicaid fraud or any crime involving abuse or exploitation.
Understand that they cannot be compensated for serving in this role.

Your representative cannot also be your paid worker. If your authorized representative signed
your DHS assessment, he or she cannot become the worker for one year following the date of the
assessment. This is a State rule.

Your authorized representative must serve as your common law employer. If you choose for
them not to fulfill this role, they must serve as an authorized user by completing an Authorized User
Designation form. Sometimes, DHS will mandate an authorized representative for you. In those
cases, you must comply until a reassessment is done.

To establish or change an authorized representative:

e Meet with your Palco Support Coordinator to ensure that an authorized representative is
a good idea for you.

e Determine a good candidate for this role. Your Palco Support Coordinator can assist
you.

e Complete and submit the Designation of Surrogate Employer form in your packet.

e Ensure that the authorized representative completes the required program orientation
and training with the Palco Support Coordinator.

You are limited to two changes in authorized representative per year. Before changing an
authorized representative, always discuss with your Palco Support Coordinator.

The Employer Guide
This guide includes a lot of useful information and helpful tips and advice for you to refer to in
one user-friendly place. Your Palco Support Coordinator will review the information included in
this guide when he/she conducts your orientation and training when you enroll in the program and
also will refer to it when issues arise. Please review the information included carefully.

When information in the Employer Guide is revised due to changes in state and federal
requirements, your Support Coordinator will provide you with the updated information in a
format that can be inserted into your copy of the Guide. In addition, a copy of the most updated
Employer Guide will be available at palcofirst.com.

Feel free to share this manual with family and friends interested in learning more about IC. We
encourage you to make the most of your choice and resources. If we can make your enrollment
more satisfactory, please let us know. We look forward to serving youl!
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Receiving Additional Information
Self-direction does not mean doing things all by yourself. Palco Customer Support staff and your
Palco Support Coordinator and written materials such as this Employer Guide are available to
support you along the way. They can be obtained from your Palco Support Coordinator or at
palcofirst.com. Contact us if you need this Employer Guide in an alternate format, such as large
print or in another language.

Your Support Coordinator is your first stop to answer any additional questions you may have.
They will meet with you on a regular basis to discuss questions. If you are enrolled in the

~ARChoices waiver, depending on the issue, your Support Coordinator may refer you to your case
manager, DHS, or others.

Your Palco Support Coordinator will conduct in-person orientation and training with you prior to
enroliment. Your Palco Support Coordinator is also required by DHS to make regular visits. This
is an excellent time to request additional training, orientation, information, or assistance. In
between Support Coordinator visits, should you need additional assistance, please contact Palco
Customer Support.

Surveys
Palco sends annual surveys to all employers and workers. Please be sure to complete these, as
they help us improve our services. You may complete these anonymously online. Palco reviews
all survey results, and management determines ways to improve our services based on your
responses. Please note that if you report specific issues anonymously, we may be unable to
resolve them.

Complaints
If you have a complaint, there are a variety of options available to you to try to resolve it:

Contact Palco Customer Support and report your complaint.

Email info@palcofirst.com and explain your complaint.
Mail or fax a description of the issue to Palco.

Speak to your Palco Support Coordinator.

Palco will contact you within five (5) business days of receiving the complaint.

Terms and Definitions
While reading through this guide, you may come across some terms that you are not familiar
with. In addition, contact your Palco Support Coordinator if you have any questions about the

information included in this material.

Assessment — An assessment determines a participant's needs and functional requirements.
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Authorized User — An individual designated by you or your legal guardian to receive your
Protected Health Information and communicate with Palco on your behalf.

Budget — Medicaid funds set aside for your biweekly (14 days) attendant support and other
goods and services.

Employer — The individual responsible for hiring, training, supervising, and terminating the
worker.

Participant — The individual receiving self-directed supports.

Representative — An individual designated by you, your legal guardian or, if required by your
doctor, if appropriate, who helps administer and manage the program. Your authorized
representative must serve as your common law employer.

Support Coordinator — Individual employed by Palco who assists the participant and employer
with understanding and fulfilling some of the requirements of program participation, helps the
employer complete paperwork, and assists with establishing a self-directed budget.

Surrogate Employer — An individual designated by you or your legal guardian to act as the
employer of your worker. This individual is responsible for performing all state, federal, and
program requirements associated with employment of workers.

Taxes — Required deductions from your allocation that must be paid on behalf of employees

include FICA (Federal Insurance Contribution Act), FUTA (Federal Unemployment Tax Act), and
SUTA (State Unemployment Tax Act).

Worker — A person who provides attendant support services to you and serves as your
employee. This person is also referred to as your employee.
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Section Four- Roles, Rights, & Responsibilities

Participant Rights
As a participant on a self-directed program, you have the right to make decisions about your
care. We are here to help support your rights to:

Live independently in your home.

Make your own decisions regarding how your personal care needs are met.
Have flexibility of when and how services are provided.
Hire, train, and supervise your worker.
Administer-your-finances-and-how-you-spend-your-funds:
Choose the person you want to hire to provide your attendant support.
Decide what special knowledge and skills, the person has,

Train attendants to meet your needs.

Designate an “authorized representative” to help you.

Dismiss workers who do not meet your needs.

Request a budget adjustment if your needs have changed.

Participant/Employer Responsibilities
When you enroll in the program, there are various responsibilities associated with participation.
Additionally, you or the individual you choose are considered the common law employer of the
worker hired to provide your services. As such, you are required to perform the following
functions:

* Maintain program eligibility through your DHS County
Office.

* Complete the employer tax and authorization forms and an
employee packet that Palco provides to you.

* Complete new employer training and orientation with your
Palco Support Coordination scheduled Monday-Friday
8am-5pm

Enroliment

» Be at home for scheduled visits with your Palco Support
Coordinator.

* Answer all of your Palco Support Coordinator’s questions
accurately.

»  Submit to proper orientation and training.

« Prepare and test an emergency backup plan.

* Hire and manage workers to provide your services and
supports.

* Comply with federal and state labor laws regarding
domestic employment, including setting appropriate wage

Training

Being an Employer

ranges.
* Submit accurate timesheets for the work your worker
performs.
* Establish a backup worker for times your worker is not
available.
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Managing a Budget * Purchase/Schedule only the goods and services listed in
your budget.

* Be accountable for your spending.

* Keeping accurate records of program activity.

Compliance * Report to Palco all the following:

o Change of address or phone number

Change in worker

Change in worker overtime exemption status

Change in representative

Critical events or changes in health or service

needs

o Admission to and discharge from a rehabilitation
facility, hospital, or nursing home

o Any threat to your health, safety, or well-being

o Any events that cause you to be out of the home
for more than thirty days

o Any acts that you intentionally or unintentionally
committed that may be in violation of Medicaid law
or IC policy.

o]
o}
o]
e}

Remember, we are here to help you. Please let us know if you need assistance.

Palco Privacy Practices and Use of PHI
The Health Insurance Portability and Accountability Act (HIPAA) is a federal law establishing
common standards for the privacy and security of health information. Palco ensures the
confidentiality of your records in accordance with federal and state laws and regulations. For this
reason, Palco cannot discuss your health information with your worker or any other individual
who is not your representative.

The only individual who is allowed access to some of your health information is your
representative, your Support Coordinator and Palco representatives who are working on your
account. No information regarding you will be disclosed, directly or indirectly, except for purposes
directly connected with the operation of the IC program.

If you would like Palco to disclose information to a third party, please inform us by completing
an Authorized User Designation form. We may need to contact you for more details in such cases.

If you see or know about a possible breach of confidential information, report it as soon as
possible. Please call Palco customer service and speak with our Privacy Officer or email
privacy@palcofirst.com. Explain the potential breach so that the officer can promptly open an
investigation and remediate any breaches.
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Being a Common Law Employer
When you enroll in the IC program, you or the individual you designate (surrogate employer) is
the common law employer of the worker you hire to provide your self-directed supports. You are
required to perform employer-related tasks for your worker, and you will receive supports, as
needed, from Palco. Palco supports your use of self-direction; however, we are not employers
of your worker.

The common law employer has many responsibilities, including:

® Receiving initial orientation and training from your Support Coordinator on the
requirements of the program; using self-direction; being the common law employer of and
hiring, training, supervising, evaluating performance and firing your workers); problem
solving; and rights and responsibilities.

® Working with your Support Coordinator to develop, implement and monitor your person-

centered plan that includes self-directed supports.

Working with your Support Coordinator to develop, implement and monitor your budget.

Receiving additional training, requested or required.

Completing the Employer Packet.

Arranging to get the self-directed supports you need with assistance from your Support

Coordinator.

Working with your workers to complete the Employment Packet.

® Determining how much your worker will be paid.

® Developing an Emergency Backup Plan for your self-directed supports with your Support
Coordinator and monitoring its effectiveness and updating it, as necessary.

® Hiring, training, scheduling, supervising, evaluating performance, and firing, as necessary,
your primary and emergency backup worker.

® Activating your Emergency Backup Plan when your regularly scheduled worker does not
report for work for any reason.

® Reviewing, signing and submitting the timesheets for your workers.
Addressing problems or concerns with your worker’s performance.
Identifying and engaging vendors to provide your individual-directed goods and services
included in your person-centered plan and budget.

® Following all program requirements.

¢ Following and monitoring your person-centered budget and being accountable for your
use of budget funds.

e Reporting any incidents of abuse, neglect and/or exploitation to Palco.

Keeping required records in a safe and secure place.

® Letting someone know if you need help. Work with Palco to successfully complete your
required tasks.

If you do not feel you can perform the tasks listed above, you may want to consider designating
a trusted individual to be your authorized representative and act as a surrogate employer. In this
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role, the individual must agree to be the common law employer of your worker and perform the
employer-related tasks on your behalf.

Enrollment Orientation and Training
All employers are required to undergo orientation and training with the Palco Support
Coordinator. The purpose of the training is to ensure that program responsibilities will be fulfilled,
set up a budget, complete required paperwork, establish a backup plan, complete required fraud
and compliance training, and more. The worker cannot be paid until this training is complete.
Palco will then request a start date from DHS, which will be provided to the employer.

~ Make sure that you complete this training with the Palco Support Coordinator and that you are
able to be contacted to establish all visits. Failure to show up at visits, or frequently cancelling
visits, may result in your inability to enroll on the program.

Completing the Employer Enroliment Packet
Your Palco Support Coordinator will assist you with completing all required employer enroliment
forms. This begins with an intake process where we obtain important demographic information
about you, such as your name, Social Security Number, address, and contact information. Then,
the following employer forms must be completed:

v' Employer Responsibilities & Attestation. This form describes the role and
responsibilities of the employer and includes important information for fulfilling that role.

v" Employer Authorization Agreement. This form outlines Palco’s responsibilities as the
Fiscal/Employer Agent and allows us to provide certain payroll and employment tax
reporting on your behalf.

v" IRS Form SS-4, Application for Employer Identification Number. This form grants
Palco the ability to obtain a federal employer identification number (FEIN) with the Internal
Revenue Service (IRS) on your behalf. If you already have a FEIN, please notify your Support
Coordinator.

v IRS Form 2678, Employer/Payer Appointment of Agent. This form allows Palco to act as
your agent for the limited purposes of paying employment payroll taxes for the worker.

v" IRS Form 8821, Tax Information Authorization. This form allows Palco to speak with the
IRS on your behalf with regard to issues paying your worker.
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Section Six- Developing the Individual Budget

Individual Budget Overview
Medicaid provides a budget that is used to pay your worker and reimburse the purchase of
allowable goods and services. The amount of funding available to you is determined by your
assessment through DHS or its contractor.

In IC, you have budget authority. That means you decide how your cash allowance is spent on
your personal needs. Together, you and your Palco Support Coordinator will develop a budget,
also known as a Cash Expenditure Plan (CEP), which is a blueprint for how you would like to spend
—your alfowance: Palcois there to help you understand the components of the budget, what is
available to you per the rules of the program / interpreting the Medicaid guidelines, and helping
you with the calculations where it involves the tax rates you must pay as an employer. Palco will
send you a copy of your budget for you to keep for your records. Palco can only process and pay

out items allowed in your budget.

Developing the Budget
Your Palco Support Coordinator will assist you in developing the budget using person- centered
planning tools that address your preferences, choices, and abilities. Your circle of support may

also be available to assist you in this process.

In order to formulate your budget and create a schedule for your worker, you first need to identify
your needs and goals and decide how you want those needs and goals to be met. First, consider
your general life and health goals. Secondly, document your plan for reaching these goals. Finally,
determine how the services available under the program can help reach these goals.

A helpful tool is a task grid. This helps you notate the tasks that need to be performed, how long
they may take to perform, and frequently they should be completed. Use the sample below to
help you complete your task grid. Please note there are several ways to complete this. Choose the

method that works best for you.

Task | Sun. Mon. Tues. Weds. Thurs. Fri. Sat.
Example Task 1 1.5 0.5 None 2.5 None 1.0 0.75
hours hours hours hours hours
Example Task 2 | Twice Morning | Night None 3 times Night | Morning
Example Task 3 | 7 am — None | 6pm- [ Noon— | 6am-— None | 3pm-
9 am 11 pm 1 pm 8:30 am 5pm
Bathing
Skin/hair care
Toileting
Other hygiene
Dressing
Feeding
Ambulation
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Transfers

Positioning
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Medication
assistance
Meal preparation
Light housework
Other:

As you create your task grid, make sure that the activities include all necessary safeguards to
protect your health and welfare, including planning for emergencies.

. When you are developing your person-centered budget, you also will_prepare a Risk Mitigation
Plan. Your Palco Support Coordinator will assist you in monitoring the effectiveness of your Risk
Mitigation Plan, identifying any new potential risks and strategies to address them, and modifying
the plan accordingly.

Allowable Services
Each budget allows three available services: direct services, other goods and services, and savings.

Direct Care
Direct services are tasks performed by your directly hired worker. There are two kinds of direct
service offered under IC: personal care and attendant care. The services available to you are
determined by your eligibility and the assessment done by DHS.

* Personal Care is a direct service available to assist you with activities of daily living
(ADLs), routine self-care activities, such as the following:

Eating

Bathing

Dressing

Personal hygiene, including oral, hair, nail, and skin care.

Toileting, including care for enema and/or catheter receptacles, application of

diapers, cleaning, and related activities.

Mobility, ambulation, and mastering adaptive aids and equipment.

® Certain other care, such as assistance with prosthetic devices and vision/hearing
aids, promoting circulation, repositioning, range of motion exercises,
administering oxygen, setting up respiration machines.

e Attendant Care is a direct service intended to reduce or prevent inappropriate
institutionalization by maintaining, strengthening or restoring functioning in the home or
community. Attendant care allows assistance with ADLs, instrumental activities of daily
living (IADLs) and health-related tasks through hands-on assistance, supervision and/or
cueing.

* IADLs enhance the quality of life but are not necessary self-care activities. They
include:
o Meal planning and preparation
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o Managing finances
c Laundry

o Shopping and errands

o Communication

o Traveling and participation in the community

© Housekeeping

o Assistance with medications to the extent permitted by nursing scope of
practice laws.

® Hands-on assistance, supervision and/or cueing includes:

o A worker physically performing all or part of an activity because the
.individual is unable to do so.

o Getting personal effects, supplies, or equipment ready so that an
individual can perform an activity.

o Observing and redirection, including giving verbal or visual clues and
encouragement, standby, and support.

o Memory care support.

See below for a summary of each service. If you are unsure of whether a service qualifies as personal
or attendant care, talk to your Palco Support Coordinator.

PERSONAL ATTENDANT

TASK CARE CARE

Eating

Bathing

Dressing

Personal hygiene

Toileting

Mobility and ambulation

Certain other care

Meal planning and preparation
Managing finances

Laundry

Shopping and errands
Communication

Traveling and participation in the
community

Housekeeping

Assistance with medications
HANDS-ON ASSISTANCE, SUPERVISION
AND/OR CUEING

ADL ACTIVITIES

IADL
ACTIVITIES

Other Goods and Services
You have the option to use your funds to purchase other goods and services, which allow you to
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decrease your need for human assistance and increase your independence. Typically, these items
are set up on a recurring basis and must be used in the period for which they are allocated.

Some examples of other goods and services you can purchase include medically related
transportation not provided through the Non-Emergency Transportation (NET) Waiver; over-the-
counter or prescription medications not covered by insurance, Medicaid, or Medicare Part D;
purchase or rental of adaptive equipment; communication devices; home modifications;
emergency food, clothing, pest control, housing, or utilities; safety devices; technology;
environmental equipment; education; and, service animal purchase and maintenance. Palco will
pay the vendor of these items directly.

You may also use discretionary cash to purchase personal hygiene items. These items must be
paid out of pocket first. Receipts are then submitted to Palco, who will reimburse qualifying items.
All reimbursements are paid via Direct Deposit so you must ensure you have that set up. To submit
your request, you can email the forms and supporting documents to accounting@palcofirst.com
Other items may be approved at the approval of DHS. Palco will obtain approval from DHS on
your behalf.

Savings
You have the option to set aside some of your funds to save up for a more expensive good or
service. Such items are listed above. Your Palco Support Coordinator will assist you in setting up
your budget to allow savings for these items and will coordinate the approval of these purchases
with DHS on your behalf.

Amount Available
DHS sends Palco a total amount for your budget. This amount is derived from your assessment
and is the total amount that is available for you to spend each biweekly period. Your Palco
Support Coordinator will assist you with turning this amount into a budget.

The IC program is supported by state and federal funds. These funds are used to pay for specific
services. The IC program cannot pay for all things that are necessary for someone to live
independently in his/her home; it can only pay for the amounts approved in your budget.
Palco cannot pay for hours that exceed the DHS approved budget as that would be considered
Medicaid fraud.

Certain circumstances may impact how much is available in your budget for a particular period. If
you enter a facility or lose eligibility, your budget will be adjusted pro rata for that period. For
example, if you lose eligibility for 7 days in a biweekly (14 day) period, then your budget will be
50% for that period, as 7 of the 14 days will be adjusted off. The only exception is that for hospital
admissions, both the date of admission and the date of discharge are payable to your worker.
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Wages
Once you determine how many hours you need your worker per week, you can determine how
much to pay them per hour. The U.S. Department of Labor (DOL) and the IRS both require that
workers on self-directed programs be treated as employees and not independent contractors.
This means that you have to adhere to the following:

1. All workers must be paid minimum wage.

2. Workers must generally be paid overtime (time and a half) for all services provided over 40
per week, except when the worker lives in their employer’s home, per the Department of Labor
Home Care Rule. Live-in means permanently or for an extended period of time (or five days
per week). Per DHS, if your assessment determines you need more than 40 hours per week,
you must have at least two workers.

Taxes
As an employer on a self-directed program, you are required to pay employment taxes on your
worker. Taxes are computed as a percentage of your worker's hourly rate, multiplied by the
number of hours they worked. These taxes are:

e FICA. FICA includes both Social Security (6.2%) and Medicare (1.45%) taxes. This rate is set
by the federal government for all employers and cannot be changed.

* FUTA. The federal unemployment tax rate is 0.6% for employers. This rate is set by the
federal government for all Arkansas employers and cannot be changed.

¢ SUTA. The state unemployment tax rate is set by the Arkansas Department of Workforce
Service (DWS) and is unique to all employers. Typically, new employers are set up with a
SUTA rate of 3.20%. However, the rate can increase or decrease depending on how many
unemployment claims are made on your account, how much turnover you have in workers,
and the dollar amount of wages you pay. High claims, turnover, and wages can resuit in
high rates. DWS updates this rate annually. As a result, your budget must change annually.

You need to leave some room in your budget to pay these taxes. For example, if your worker
makes $10 per hour and works 12 hours this week, taxes would be figured on$120. If your
total tax rate is 10%, this means that the actual cost to you is $132 ($120 + (10% x $120)). Use the
template below to compute what your tax rate is and how this changes the cost per hour of your
service.

Step One: Tax Rate
Add together FICA, FUTA and SUTA to determine your total tax rate.
FICA 7.65%
FUTA 0.60%
SUTA %
Your Total Tax Rate (A) %
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Step Two: Employer Cost Per Hour
Attendant Multiply Your Total Tax Equals Your Cost Per Hour
Hourly Rate Rate (A)
X =

Step Three: Budget Cost

Your Cost Per Multiply Number of Hours Equals Your Cost Per Hour
Hour Worked (two weeks)
X =
Remainder

After determining the amount needed to pay your worker, the remainder can be allocated for
other goods and services or savings. Palco is legally required to refund any remaining, unspent
balances to Medicaid after one year (or 45 days past your program closure date), unless the
amount is allocated for savings. Please note that you cannot save to avoid returning funds to
Medicaid; an identified item must be established at the time the savings is set up in order to accrue
funds for savings.

Modifying the Budget
You may need to modify your budget due to a change in your worker, needs, goals, or health
status. Anytime you would like to modify your budget, contact Palco Customer Support to arrange
a visit with your Palco Support Coordinator or, you can discuss with your Palco Support
Coordinator at your next scheduled visit. Please note that we can only change the allocation within
the same amount of funds you already receive. If you need a change in your total funds, you will
need a new assessment from DHS or its contractor.

At minimum, you will receive a reassessment annually. If your budget changes, your Palco Support
Coordinator will assist you with changing your budget. All budget modifications must be
approved. Please allow three (3) days for modifications to be approved. After this date, the budget
change will become effective on the following service period.

Monitoring Spending
You must monitor your spending based on your budget. Your Palco Support Coordinator will
review spending information with you during monitoring visits. In addition, you may call Palco
Customer Support and request spending information anytime. It is your responsibility to track
your expenditures. Continued over- or under-spending may result in termination from the
program, and in some cases, referral to the Office of Medicaid Inspector General.
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Hiring and Managing Workers

As the common law employer of your workers, you or your authorized representative are
responsible for recruiting, hiring, supervising, evaluating and firing, when necessary, the workers
that provide your self-directed support services.

Roles and Responsibilities of the Workers
As your employee, your worker is required to do the following:

Complete new hire paperwork and submit to background screening.

Perform the tasks asked of him or her, including tasks outside of the home when
approved-by DHS.

Adhere to the schedule you set.

Notify you when he or she is unable to be present for the shift scheduled.
Submit timesheets and payment requests accurately and on time.

Follow all program rules.

Worker Qualifications
To deliver services under IC, DHS requires that all workers meet the following qualifications:

Be age 18 years or older.

Be US citizen or legal alien with approval to work in the U.S.

Have a valid Social Security number.

Pass a criminal background check (including identity verification and fingerprinting, when
required) prior to employment and every three years thereafter.

Not appear on the Medicaid Excluded Providers Registry.

Not appear on the Arkansas Child Maltreatment Registry.

Not appear on the Arkansas Adult Maltreatment Registry.

Must be able to perform the essential job functions required.

The following individuals cannot be a worker for the participant, per DHS:

An individual who is considered legally responsible for the client, such as a guardian,
power of attorney or payee for Social Security disability check.

A spouse of the participant.

A worker, who is not related by blood or marriage to the participant, and who owns the
home that the participant lives in.

Individual who signs the DHS assessment.

Emergency contact person.

You may hire friends and family members or someone you don’t know as your worker— however,
everyone must meet the requirements described above.

Recruiting and Hiring Workers
Decide how many workers you need. One worker doing all the work will fikely lead to burnout.
With several workers, you have more choices in scheduling, and you have more options for
backup and emergencies.
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Before you can hire a worker, first identify your needs and how you want your worker to meet
those needs. Here are some questions to ask yourself:

What do | need my worker to do?

How and on what day and time do | want my services provided?
Do I need more than one person to help me?

Do I need different people to help me with different things?

Do | want to hire a full-time or part-time worker?

Does the person who helps me need to have his/her own car?
“What do I'want the people who help me know about me?

Do | want the people who help me to be friends, neighbors, family members or a
person who | do not know and that | recruit and hire?

What special skills are required for this job?

How much am | willing to pay for the help | need?

Once you know what type(s) of person(s) you want to hire to help you, you have to start the
worker recruitment and hiring process.

Job Descriptions
Before you start looking for a worker, write a job description—even if you are planning to hire a
friend or family member. This will help the applicant know what is expected of him or her and will
help you monitor their performance.

A job description should include a summary of the job, required qualifications and criteria the
person must meet, specific information on how you want the job done, and the number of hours
and days and times you need help. You may want to have the worker you hire sign a copy of the
Job description and store it in a safe place.

Recruiting, Screening, and Interviewing Workers
If you don't know who to hire, you can post to boards at community organizations, your place of
worship, employment agencies, or local colleges or universities. You can also place ads in local
newspapers. Your Palco Support Coordinator can assist you with writing and posting any ads. For
your safety, be careful not to include any overly identifying information in any ads.

Once you find a candidate, it may be beneficial to conduct a phone screening before setting up
an in-person interview. Make sure to prepare your interview questions ahead of time.

During the interview:

Ensure that all candidates can meet the requirements and qualifications of IC workers.
Ask only job-related questions.
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* Review the job description with the candidate and ensure that it is something they are
interested in and can perform.

Find out about the candidate’s skills and abilities.

Ensure that the candidate is reliable and will be able to make his or her shifts.

Try to find out if the candidate’s communication style will work for you.

Look for any red flags that might cause an issue if employed.

As an employer, you must be fair to each applicant. So, there are certain questions you should
not ask during a screening or interview, nor use as reasons to hire or not to hire someone. It is
against the law to not hire a person for any of the following reasons:
¢ Marital or Parental Status
® National Origin or Native Language
Age
Religion, Schools, and Organizations
Criminal Record
Discharge from Military Service
Race
Disabilities and Health Problems
Gender

After the interview, evaluate the applicant’s answers to the questions and check references on
applicants you might like to hire. Reference checks can provide useful information about the
candidate. Use the same questions for each reference so you can have a basis for comparison.
Trust your own initial instincts in making decisions about candidates.

Once you've interviewed and evaluated your applicants and checked references, it is time to offer
them the job at the rate you established in your budget. If they accept, they must complete a
packet to obtain the requisite payroll information.

New Hire Packet

Palco has certain paperwork we are required to collect for every worker you choose to hire. You
Palco Enrollment Coordinator can provide you the necessary State and Federal forms and answer
any questions, it is ultimately your responsibility as the legal employer of record to review the
forms and ensure they are accurate and true to the best of your knowledge. The packet provided
on behalf of the employer by Palco begins with an intake process where we obtain important
demographic information about the worker, such as your name, Social Security Number, address,
and contact information. Then, the following worker forms must be completed:

v" Worker Information and Qualification. This form describes the roles and responsibilities
of the worker as it pertains to the self-directed program.

v" U.S.CIS Form I-9. This form is required of all workers in the United States in order to verify
that the applicant worker can be legally employed. Forms are required to be submitted
with the appropriate documentation.

v" Payroll Information Worksheet. This form is used to determine any payroll tax or
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overtime exemptions the worker qualifies for in order for Palco to calculate the proper
payroll amounts for the worker.

v" IRS Form W-4, This form tells Palco how the worker would like federal income tax
withheld from his or her paycheck.

v' Arkansas Form AR4EC. This form tells Palco how the worker would like state income tax
withheld from his or her paycheck.

v' Direct Deposit Authorization Agreement. This form allows Palco to deposit the
worker’s payroll funds to a bank account.

Do not forget to submit the appropriate documentation with your packet, such as direct deposit

attachments, copy of the Social Security Card, and I-9 required documentation.

In addition, DHS requires that the worker complete a separate packet containing forms for
criminal background checks and checks with the Adult and Child Maltreatment Registries. Foliow
the instructions in that packet to submit the documents to the appropriate parties. The worker is
required to pay for the cost of the checks out of his or her own funds.

If the worker clears the background check, he or she will be notified by Palco. If the worker does not
clear the check, a notice from DHS will be provided in the mail. Your Support Coordinator can
assist you with any questions about the new hire packet or criminal background check process.

Training the Worker
Itis important that you train your attendants properly. Proper training allows attendants to provide
you with quality support.

You or your authorized representative must develop your worker's schedule based on the number
of hours of hours authorized in your budget. It is your responsibility to make sure your hours are
received. Workers work for you. Workers who do not have a good understanding of the IC
program may think that the authorized hours “belong” to them. If this is the case, you should
explain that the worker is your employee and that all service hours belong to you to make sure your
needs are met.

Base your worker’s work schedule on when your care must be provided. A monthly calendar in a
place visible to both you and the worker is an excellent way to document your worker's schedule.

To make sure that your worker provides your care in a way that meets your wants and needs, you
need to provide a training and orientation. You are the boss; you direct how services are
performed. The training must be delivered in a way that fulfills both your and the worker's personal,
cultural, and/or religious preferences.

During training, be patient, communicate clearly, encourage questions, and be assertive about
exactly what you want and when. Describe acceptable and unacceptable performance. Explain
any medical conditions you have, and provide specific training on any equipment, as well as how
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to maintain it. Consider any specific information that should be communicated to your worker,
such as:

e Allergies or special dietary concerns and how you would like these handled.

® Procedures for using special medical equipment.

e Alist of medications, dosages, and a schedule for administering the medicine.

@ Infections or contagious diseases that you or the worker has and how you intend to limit
exposure to such diseases.

® Where you keep information needed to protect you in case of emergency (e.g., medical
and emergency contacts, how to get out of the house in an emergency)

Finally, the training should include how to submit time to be paid, how you approve the time that
is submitted, how they are paid, universal precautions (e.g., handwashing), and the importance of
reporting suspected fraud, waste, abuse, and any critical incidents to Palco.

Lastly, before they begin working, make sure they review their tasks and understand their job
duties and how they relate to your needs and goals described in your budget.

Supervising the Worker
An important task as the common law employer is to supervise your workers. Being a good
supervisor will help your workers do their best, maintain a good attitude, retain employment
with you, and continue to be satisfied with their job. When supervising your workers:

v' Be clear and respectful—remember that workers are people.
v Be patient—everyone learns at their own speed.

v' Be quick to praise for a job well done or correct when a mistake is made—
remember to correct the mistake not the person.

Having good communication between you and your worker is very important, Effectively
communicating with your worker will help reduce the number of conflicts or issues that may arise.
Effective communication involves listening, giving your full attention to the other party, reiterating
what was said, and noticing nonverbal communication, such as body language.

As a common law employer, you or your authorized representative are the leaders in creating a
positive work environment in your home and for managing workplace conflicts and related issues.
Positive working relationships don’t happen by chance. It takes a lot of work and effort on the
part of everyone to make a work environment peaceful and pleasant.

It is important that you and your worker establish trust. Trust between an employer and an
employee develops gradually in any setting. In your home, you can develop trust and help your
worker respect your privacy and your belongings by clearly defining boundaries for acceptable
behavior and by limiting the worker's access to private papers and storage areas within your home.

While supervising your worker, it is important to give positive and constructive feedback, so they know how
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well they are performing their job. Remember, you are responsible for managing the tasks performed by
your worker. If something goes wrong or you are not happy with the way things are being done, itis up to y:
or your authorized representative to fix it or change it.

Although you supervise your attendants daily, you should still schedule regular evaluations. You
can set aside some time every so often to review their performance, hear their feedback and
suggestions and confirm the schedule. This allows both you and your attendants to maintain clear
lines of communication.

Using a formal evaluation also allows you to reinforce the attendant's hiring agreement and

—————-your expectations. Keep copies of all evaluations. If-the evaluation-includes-unsatisfactory
performance, put in place a corrective action plan. If you are having problems with an attendant,
it can be helpful to review past evaluations as you consider whether to keep them.

Conflicts are a natural part of establishing and building a relationship. Be prepared to deal with
problems as they come up. Remember to manage your emotions so things do not get worse
than they should be. If a conflict arises, be prepared to problem-solve by:

® Identifying and defining the problem

® [dentifying and selecting a solution

® Discussing the problem and solution with your worker

® Planning and evaluating follow-up activities.

You can always talk things over and get advice from your Palco Support Coordinator on how to
resolve a situation or if you think you need to dismiss a worker.

Dismissing Workers
As the common law employer, you or your authorized representative may dismiss your worker
directly. The decision to replace a worker should be considered carefully. It can be difficult and
often unpleasant to dismiss a worker and often hard work to find and train a new worker.

Be sure to follow the steps below when terminating a worker:

o Complete a Change/Termination Form and submit it Palco within 24 hours of the
termination. This is solely so that we can ensure no payroll is issued post-termination.
Your Palco Support Coordinator will assist you with determining how you will meet your
services needs in the short term (i.e,, emergency back-up plan) and methods for replacing
the worker.

¢ Discuss the final timesheet and payment.

* Respectfully terminate the worker. Do not argue with them. Have others present at the
termination, as appropriate.

® Initiate your backup plan.
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Section Eight- Payroll

Timesheets
To be paid, you must submit timesheets to Palco by the deadline. Payroll is biweekly, with
timesheets due by noon every other Thursday, and payroll falling the following Wednesday after
timesheets are due. Timesheets submitted after the deadline will not be paid until the following
payroll. A copy of the schedule is at www.palcofirst.com

As an employer, you are responsible for the following:

Ensuring the work performed is only the amount allocated in the budget.

Ensuring your workers comply with and use Electronic Visit Verification (EVV).

The hours reported were actually worked by the worker.

All timesheets are completed accurately and submitted on time.

As the supervisor, you approve your worker's time on the timesheet.

Ensure that two workers do not overlap time worked for you.

Ensure that a worker performing two different service hours do not overlap time workers
on each service type.

Not duplicating timesheets (e.g., making copies of pre-filled paper timesheets).

Ensuring both you and your workers review and approve your time in the Connect portal at the et

of the pay period, by the deadline.

Electronic Visit Verification (EVV)
Electronic Visit Verification (EVV) is a system which electronically verifies that home or community-based
service visits occur by capturing and documenting six points of data:

* Type of service performed

* Individual receiving services

* Individual providing services

* Date of the service

* Location of the service

* Time services begins and ends

EVV is a federal mandate under the 21st Century Cures Act that requires compliance by Medicaid agencies
by January 1st 2020. Your workers have two options for using EVV. They may clock in and out using the
AuthentiCare mobile app via their smart phone/device or they can clock in and out using Telephony by
calling a toll-free number and following the prompts. You will indicate your preference during the
enrollment process with your Palco Enrollment Coordinator.

Information on each method including user guides with images can be found on the Palco website.
www.palcofirst.com/arkansas Once time is captured using EVV, both the Worker and Employer must
approve the time at the end of the pay period to submit it to Palco. All approvals take place in the Palco
Connect portal which is an online website which can be access from any computer or smart phone browser
Connect is also the place where edits and manual entries can be made. For example, if a worker forgot to
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clock in and needed to correct the time entry to reflect the correct time they started their shift, they can d
this in Connect.

All time entries go through an approval process to ensure everyone is in agreement and ensure the legal
employer of record (the Participant/representative) has approved it.

Here is how the time flows:
1. Worker clocks in/out using EVV
2. Time is transferred into Palco Connect in an “Open” status under the Worker
3. Worker logs into review the time, makes an necessary edits/additions and submits the time to the
Employer

4. Employer logs in to review the time sheet and either approves or rejects the time
a. Rejections are returned to the worker to correct and resubmit

5. Employer approved timesheets are submitted to Palco for processing

6. Palco runs validations and completes budget checks to determine payments based on program rul
a. Palco may need to reject a shift/timesheet that is not payable and requires corrections by tt

worker/employer.
7. Payment is issued on pay day following the published payroll schedule

More details on this process can be found in the Connect for EVV User Guide located on the Palco website

Connect Registration
To complete timesheets online, login to https://connect.palcofirst.com using your unique
username and password. You can register for Connect by using the unique link provided to you
in your “good-to-go” email from Palco at the completion of enrollment or by visiting the
registration page at, https://connect.palcofirst.com/#/registration/data verification. You will
need to know your Palco ID number and the last 4 of your social security number to register. All
employers and workers must have their own Connect account for the review and approval of
timesheets.

Rejections and Resubmissions
If one of the parties (either worker or employer) rejects the timesheet, or the timesheet does not
pass a critical check, Palco is unable to process it for payment, per the guidelines we are required
to operate under. Timesheets are checked against budgets, active statuses, service type and other
information to ensure that they are payable. Paper timesheets undergo additional scrutiny for
errors and to ensure there is no fraudulent submissions.

If a timesheet has been rejected, review the submission for errors and resubmit timely. If the
timesheet is resubmitted before the timesheet deadline, it will be processed with the current
payroll. For assistance, call Palco Customer Support or discuss the issues with your Palco Support
Coordinator. Repeated failure to submit accurate timesheets will result in additional training.
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The IC program will not pay for time your worker works that exceeds time authorized in your
budget. If the worker works more than the hours on your budget, Palco will pay up to the budget
limit, and you are responsible for paying the extra hours out of your private funds. Per DHS, if
your assessment determines you need more than 40 hours per week, you must have at least two
workers. Your budget will not allow for overtime wages and any overtime wages owed must come
out of your private funds.

Paychecks
Palco processes payroll. All payments to workers are sent by direct deposit. Payday is the following
Wednesday after timesheets are due and any time not approved by the deadline will be processed
and paid on the next following pay day. In order for your worker to receive funds on time, make
sure that Palco has up-to-date direct deposit information on file for your worker. Depending on
your bank, allow 48 hours for the funds to show up in your account.

If your worker switches banks without notifying Palco, payroll can be significantly delayed because
our staff is required to wait for funds to return to our account before resending to the worker's
new bank account. This can take up to two weeks for the pay to be re- deposited into the correct
account.

Payments deposited into worker accounts are net wages, which means that payroll taxes and other
deductions, such as garnishments, are withheld first. The following is a list of payroll deductions:

® Social Security is deducted from all U.S. employees’ payroll at 6.2% of gross pay.

® Medicare Tax is the U.S. health and medical benefits tax that all workers pay at 1.45% of
gross pay.

® Federal Income Tax Withholding (FIT) is voluntary, depending on how your worker
completed IRS Form W-4.

® State Income Tax (SIT) Withholding is voluntary, depending on how your worker
completed Arkansas Department of Finance and Administration Form AR4EC.

® Garnishments are a legal process where an individual repays a debt directly from a
paycheck withholding and are deducted as Palco receives court orders.

Special Tax Rules
If your worker meets the criteria below, the worker could be exempt from FICA:
e Child under 21 employed by parent.

e Parent employed by child, and the child-employer has an underage dependent living in
their home who requires continual care, and the child-employer is the sole provider, but
unable to care for the underage dependent full time.

Complete the Payroll information Worksheet if you believe your worker is exempt from taxes. It
is your responsibility to update Palco if any of your information changes that could impact your
worker’s tax exemption status, such as a change in relationship, change in employer, changein age,
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or change in address. Failure to update Palco of this information could result in a financial burden
at tax-filing time.

If your employer changes, you are required to complete the Payroll Information Worksheet again
with the new employer. Payroll cannot be issued until this form is completed and sent back to
Palco.

W-2s are available January 31. If receiving the W-2 by mail, please allow one week for delivery.
All workers receive a W-2. Workers who earn less than the annual domestic service threshold, per
IRS-Pub: 15-(Circutar-E), receive-a refund-of over-collected FICA. You need to encourage your
workers to make sure that the correct address and direct deposit information is current with Palco
prior to January 31, even if the worker is no longer working, so that the W-2 and refund, if
applicable, can be sent to the proper location.
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Section Nine- Purchasing Goods and Services

If funds are available in your budget for a purchase, you can either make the purchase and seek
a reimbursement from Palco, or you may obtain a quote or invoice and send to Palco for direct
payment to the vendor.

For savings purchases, Palco can either reimburse you, so long as valid and descriptive receipts
are provided, or pay the vendor directly. For savings paid directly to you, your worker or unpaid
back-up worker cannot share a bank account with you. Make sure that the item you want to
‘purchase was identified in your plan when you initially set up the savings account. ltems that cost
over $50 will need to be approved by DHS, your Palco Support Coordinator will obtain this on
your behalf. Identify potential vendors that may provide the allowable good or service, and
contact them to obtain quotes. It is advisable, but not necessary, to obtain bids from multiple

vendors to ensure you are receiving the best price.

Your Palco Support Coordinator can assist you with identifying and engaging vendors to provide
the good or service.

Before any payments are issued from Palco, the vendor must be set up in our system. We must
obtain a signed IRS Form W-9 and Provider Agreement from the vendor.Other forms may be
required as well, depending on the good or service purchased.

Once the vendor is set up in our system, complete Palco’s Reimbursement Request form and attach
a receipt or invoice from the vendor describing the good or service in detail. Palco may only pay
for items that have been pre-approved and for which sufficient funds are available in the budget.
Palco will pay to the limit allowed in the budget; any amounts exceeding that must be paid out of
your pocket.

Payments for goods and services are made on the same schedule as payroll. Vendors will receive
a 1099 from Palco at year-end.
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Section Ten- Emergency Backup Plan

Unexpected situations occur. It's important to be prepared in the event of an emergency by
having an Emergency Backup Plan that designates one or more emergency backup staff for
unforeseen issues or other times when your regularly scheduled worker does not report for work
for any reason. The backup plan must be individualized to address the participant's critical
contingencies or incidents that would pose a risk of hard to the health, safety, and well-being. Your
Plan should include, but not be limited to:

® The name and contact information (phone number(s) and email address) of the
individuals who have agreed to be your emergency backup staff.

The types of support they will provide.

When they can help you.

Whether or not they will be paid.

The order in which your emergency backup staff should be contacted.

Work with your Palco Support Coordinator to identify and designate the individuals who will be
your natural support and paid emergency backup staff. Your emergency backup staff can be
family members, friends, and neighbors who will help you or a worker you recruit specifically to
provide emergency backup care. Make sure that each person named in your backup plan fully
understands their role.

Paid emergency backup workers should complete all the steps required to become a worker as
soon as possible so that when an emergency arises, they can instantly begin performing work
and be paid for those services.

You can change your Emergency Backup Plan and designated emergency backup and natural
support staff at any time. Your Support Coordinator will work with you on monitoring and testing
your backup plan and making any changes to improve the plan. It is required that the plan is
tested twice per year. Please inform your Support Coordinator when you need to a change in
the backup plan or if a new worker packet is needed for a paid emergency support worker.

Remember, as soon as you encounter an emergency or unforeseen event, begin implementing

your backup plan. Going without services or calling 911 are not sufficient. Going too long without
services may also cause your case to be closed.

Page 33 of 3



Section Eleven- Home and Personal Safety

Maintaining a safe work environment, knowing how to recognize and report fraud, abuse, neglect,
exploitation, sexual abuse and harassment, and maintaining proper boundaries with your workers
are essential to the effective receipt of participant-directed services.

Home and Personal Safety
Being safe and secure while receiving self-directed supports is essential for successfully living in
__your own home and community. To ensure personal safety, make sure you and the worker always
disclose contagious medical conditions to each other and always engage in universal precautions,
such as hand washing.

No one expects you or your worker to be injured while receiving or providing services; however,
the possibility exists. You should conduct a safety assessment of your home and fix any issues
that could cause injury or welfare issues to you or your worker, such as frayed carpets, pest control
issues, sharp surface edges on furniture, pets that are not free of parasites and containing an
aggressive pet while the worker or Palco Support Coordinator is in the home.,

Consider having a First Aid kit in the home. Post all emergency information, including phone
numbers, in a place visible to the worker. Ensure that you have emergency contact for your worker
as well. Develop a safety and home evacuation plan for emergency situations, and share this
document with your worker. Smart911 is a free service that allows you to create a Safety Profile
that includes information about your household to facilitate the proper response to you in case
of an emergency. Your Support Coordinator can assist you with developing this plan and enrolling
in Smart911.

Please note that domestic employers are exempt from Workers' Compensation in Arkansas, and
Medicaid funds will not be used to pay for Workers’ Compensation premiums.

Fraud
Medicaid fraud occurs when you provide false or untruthful information to claim medical
reimbursements, such as false timesheets or timesheets that exceed authorized amounts on the
budget. Some examples of fraudulent timesheets include requesting payment for time not
worked, forging another’s signature to the timesheet, or coercing another into giving them part
of the payment from Palco even though that person did not work the hours.

Arkansas law (Ark. Code Ann. §20-77-2505), the federal False Claims Act, and the Social Security Act
Anti-Kickback Provision (42 U.S.C. 1320a-7b(b)) all have separate reporting requirements when
you suspect fraud, waste, and abuse of public funds. Each of these laws impose penalties for
committing the act and for failing to report the act, even if you did not commit it. Penalties range
from $10,000 per incident to 5 years in prison, or both. In addition, the following can occur:
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Disqualification from receiving Medicaid benefit

Civil judgments and liens on property, including garnishments
Suspension or loss of professional licenses

Exclusion from participating in Medicaid as a provider
Deportation

Palco reports all instances of possible fraud to the Office of Medicaid Inspector General (OMIG).

Make sure you comply with OMIG investigations. Once a case is reported to OMIG, your account

is suspended, and Palco is unable to pay your worker until we are granted permission by OMIG
~ tore-activate your account.

Take extra precautions to avoid committing Medicaid fraud. If you are unsure of how to complete
a document, Palco staff can help you. Always report any instances of suspected fraud to Palco
immediately.

Participants that have been removed for fraud will need to be evaluated by Palco and DPSQA to
determine if self-direction is an appropriate option. When it's determined a Participant is not a
good fit for self-direction and appealing isn‘t an option, agency services can still be utilized.

Abuse
Sometimes a worker, family member, or friend may step over the line and become disrespectful
or even abusive to you. If you feel uncomfortable around a worker, family member, or friend
because of disrespectful treatment, or if you observe someone taking advantage of you or
mistreating you, let someone know about the situation immediately.

In Arkansas, abusing a dependent adult, an elderly person, or a child is a crime punishable by law.
Criminal abuse of individuals includes physical or sexual abuse, financial abuse, neglect, and
psychological abuse or intimidation. If you are being subjected to any form of abuse, report the
situation immediately:

® Adult Protective Services at 1-800-482-8049
Child Abuse Hotline at 1-800-484-5964

® Emergency Responders at 911

® Palco at 877-753-0999 or 501-604-9936

L]

If your worker or Palco Support Coordinator suspect or observe abuse, they arerequired by law
to report their concerns to law enforcement immediately.

You have every right to terminate workers engaging in abuse immediately. At the same time,
make sure that you are not abusive or harassing to workers.
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Theft
Preventing theft is an important thing to consider when you have workers and/or vendors in your
home. Below are some tips to help you prevent theft:

v’ Screen individuals thoroughly by calling references and paying attention to background
check information.

v" Never leave valuables lying around. Store important or expensive items, like jewelry, cash,
credit cards, and identification cards, in locked or otherwise safe locations.

v" Always keep track of your medications. Know how much of each medication you have on
hand always.

v" Avoid letting your worker write checks or withdraw money from your bankaccount for

you. Never give them access to your bank account, nor provide a PIN number for credit

or debit cards.

If a worker is purchasing something for you with cash, always get a receipt.

Never loan money to the worker or add his or her name to your bank account.

Avoid loaning personal items, including vehicles and keys to your home, to your worker.

If a worker does have a key to your home and quits working, change your locks

immediately.

v" Keep an up-to-date list of all your valuables such as TVs, stereos, computers, antiques,
and jewelry. Should something turn up missing, this list will be helpful to police and to
your insurance company.

AN

The above tips will help prevent theft. Letting the attendant know you are paying attention can
prevent more theft. Sometimes, no matter what you do, a worker will steal from you. If that
happens, you are responsible for addressing and resolving the issue.

If you are the victim of theft, confront the worker or vendor to get their side of the story (unless
it would be unsafe to do so). If it is clear that they took something, call the police immediately
and inform Palco.

Reporting Critical Incidents

On IC, you are responsible for “self-reporting” any critical incidents, such as unexpected death,
suspected abuse of any kind, theft, financial exploitation, severe injury, medication error, suspected
fraud, neglect, and any other threat to your health, safety, and wellbeing. In addition, you must
make Palco aware of any changes in you or your employer’s contact information, your worker and
their contact information, change in health information, hospitalization, or other admission to a
facility. Critical incidents must be reported to Palco within 24 hours. Reporting on these key
items is critical to your ongoing enroliment. Failure to report on these items could mean that you
are involuntarily removed from the program.
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Introduction

Start the meeting by introducing yourself and your role. The role of the support
coordinator is to provide training and support. You will be working with Participants and
their family members who have significant care needs and want to remain living in their
home and community. You will be an essential part of making that possible for them
and helping empower them to live the lives that they want!

Support Coordinator Tool Box
The Support Coordinator Tool Box is an SCs main source of all information needed to
~perform the duties of the job. - .

Nuts and Bolts: The main key topics and tools used by support coordination.

e Employer Manual- Introductory Guide on the program, policies, procedures and
main functions of being a self-directing employer.

o Used for initial certifications and EOR changes.

* Support Coordinator Manual- internal supplemental resource to guide Support
Coordinators on certifying a Participant/Employers from A-Z

o Internal use only
o Can be used as a script if needed.
e Palco Policies and Procedures for Support Coordination

o Company compliance and policies for the position of support coordination
o Time management, conducting visits, documenting, managing your
caseload, navigating CMP and SharePoint, correspondence, dealing with
difficult people, customer service, incident reporting, stipend policy
o Maintained collaboratively by HR and the SC Director to ensure all
performance expectations are documented and specific action items that
relate to the SC position are communicated.
Specialty Tools: Tools used as needed to provide support or enhance someone'’s
knowledge of the self-directed program based on a specific topic area. These resources
should provide the knowledge base for an Support Coordinator to provide 1-1 support
to a Participant/Employer but also serve as a written resource to be provided via email
following the conclusion of the IAA visit.

e EVV Companion Guide
o Training Resources, FAQ, User Guides and Videos
e Recruiting Companion Guide
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o How to write a good job description, posting an ad, interviewing, checking
references and making an offer.
o Steps to request a packet / working with your Palco Enrollment
Coordinator
e Employee Management Companion Guide
o Performance reviews, training, scheduling, corrective action, and
termination
e Budget Management Companion Guide
o Allowable goods and services, CEP overview, Budget methodology
information
e Fraud, Waste, and Abuse Companion Guide
o Reiteration of the Employer Manual regarding fraud, waste and abuse
o Every PAR/EOR will be provided this training and companion guide on a
minimum of 1x per year
¢ Compliance Companion Guide
o Used when a compliance issue is identified and requires follow up by Palco
to address the corrective action.

e Connect Reports Companion Guide
o Viewing spending and payment details in the Palco Connect Portal
e Payment Stub Companion Guide
e Health Care Emergency Card
e Program Enrollment Process Flow
¢ Blood Bourne Pathogen Fact Sheet
e Backup Care Decision Tree

Managing your Caseload

Stay Organized:
* Keep lists: daily and weekly tasks for follow ups and emails and special projects.
e One claim, one participant at a time.
e Familiar with Sharepoint and Notebook.
e Keeps thorough documentation of all interactions, including missed calls.
s Visits/calls kept on outlook calendar.

Plan Ahead:
* Plan your day and your week ahead of time.
o Atthe end of day, call your next day’s visits.
o Keep a list of calls to make for the day.
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e Setup in home visits at least once every three months.
e Set up phone call check-ins at least once a month.
e Have contingency plans for making billable hours.
o Keep a list of participants who are willing to have calls/visits in short
notice.
o Be proactive in creating hours. Call! Call! Call!
o Up to 2 unannounced visits can be completed per year.

Visits:
e When you arrive, check into Authenticare. Note the travel time in minutes.
e Check reports in CMP
o Budget: PC and ATC hours.
o Account Info: utilization since last visit date.
o Check for needed enrollment documents.
e Follow the questions script for calls or in-home visits.
e Set up next visit in Outlook calendar.
o In-home visits should last about 1 hr.
o Call visits should last 30 minto 1 hr.
Admin time:

We understand that you cannot be clocked into a participant for every minute of the
day. Sometimes you have to do administrative tasks, like planning your day, talking to
your supervisor, or attending meetings.

e Forevery 10 hours that you have billable time, you should have about an hour of

ADMIN time in ADP.
e Admin time is when you are clocked into ADP, but not traveling or clocked

into Authenticare for a claim.
e Full time employees who work 40 hours should have 3-5 hours of admin time per

week.
e Part time employees who work up to 30 hours should have 2-4 hours of admin

time per week.
Drive time:

e Clock all your drive time between visits in Authenticare.

¢ Use minutes, not hours.
e Ideally, you will end your day closest to home to have the shortest drive.
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e Drive time back home is not part of your ADMIN time, but you do need to report
your totals so that | can accurately keep track of all the time you are clocked into
ADP.

Buddy System

Every Support Coordinator is assigned a buddy on the team. Your buddy is a two way
system to help support caseload management and coverage when needed. Examples of
how to work with your buddy include:

* If you have down time or a period of no visits, assist your buddy with calls and
outreaches.
e If you are going to be on vacation or have time off, reach out to your buddy for
help with critical follow ups.
o Always put contact info for your buddy on your auto reply.
o If you are out unexpectedly for a sick day, contact your buddy in addition
to your supervisor so they can assist if need be.
e Assist your buddy in the same way they are assisting you! Be a good team player
and try to check in with them regularly.
e If you have general questions or cannot find a resource, check with your buddy
first! See if they can assist before reaching out to the whole team or your
supervisor.

Program Eligibility
Participation in the Self-Directed Care Budget (SDSB) Program is completely voluntary.
To be eligible for this program, participants must meet the following requirements:

1. Be eligible for participation in the Arkansas Medicaid Program in a category that
allows for self-direction, which includes meeting various financial and needs-
based requirements.

2. Be eligible to receive one of the following two (2) services:

a. Meet the institutional level of care required to participate in LTSS.
Individuals meet an institutional level of care if they require assistance with
two (2) or more activities of daily living (“ADLs").

b. Needing assistance with two or more ADLs is also known as being
eligible for Long Term Services and Supports (“LTSS”). Medicaid long-
term services and supports (“LTSS") serves as a safety net to prevent
individuals needing assistance with ADLs from becoming impoverished
due to high medical bills by providing assistance to those individuals.
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Individuals can qualify for LTSS through Waiver services. b. Meet eligibility
requirements for State Plan personal care services. State Plan personal
care services are provided to individuals who are Medicaid- eligible,
choose to self-direct, and need assistance with one (1) ADL. These
individuals must be at least eighteen (18) years of age.

3. Understand the rights, risks, and responsibilities of managing one’s own care with
a spending allowance; or, if unable to make decisions independently, have a
willing representative who understands the rights, risks and responsibilities of
managing the care of the participant with an allowance;

4. SGEEéS;]&U”y 'complete a training program designed to assure that the participant
or representative will be able to successfully direct the work of a directly hired
personal assistant; and,

5. Follow the requirements of the SDSB program, which includes not receiving
duplicative services through another Medicaid category and not residing in a
group home.

Support Coordinator Limitations

It is important to remember the philosophy of self-direction and the role of Palco. Along
with the roles and responsibilities come limitations. The support coordinator can provide
training and resources by they cannot fulfil any of the employer roles on behalf of the
Participant/Employer. A support coordinator can also not tell you who to hire, who to
fire, assist you with firing someone. Always stay mindful of these limitations and ask a
supervisor for clarification if you are concerned.

Enrollment Coordination

The Arkansas team has dedicated Enrollment Coordinator resources assigned to support
the program and aid with paperwork. They work in tandem with the support coordinator
to get new Participants enrolled and can be tasked to help enroll a new worker or
change an employer for existing Participants. Their responsibilities include, initiating new
enrollments, sending packets, helping with packet completion, processing forms,
requesting start dates and updating CMP with any information submitted on paper.
Here is an overview of the enrollment process and how the two work in tandem:
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Tasking the Enroliment Coordinator Team

Communication and request to the Enrollment Coordination group can be made via
Microsoft Teams in the tasking feature. This allows everyone visibility on the task and a
space for documentation as the support coordinator and enroliment coordinator work
together. All requests must go through Tasks and have all the required details below.

To access the task board, click on the task icon on your left side bar.

Under the “Enroliment Coordination Requests” bucket, click add task and complete the
fields. Once you enter the name of the task and click “add task” you can click on it again
to expand the item and-add more detail.

Enrollment Coordination Requests

NEW WORKER AP

Not started

Set due date

" Assign

e Task Name: Enroliment type
and Participant Initials (Ex: New
Worker AP)

e Assign: Leave this blank. The
enrollment manager will assign
it to an enrollment coordinator
within 1 business day.

e Due date: 30 days from request.

e Add label- select the
enroliment type.

Addd sltactunent

Comments field can be used to
document correspondence and
check on the status of the task. Both
the SC and Enrollment Coordinator
* Priority- if this is an urgent will make updates underneath the

request, mark it as so. task until it is complete and checked
* Notes: enter any key off.

information enrollment needs
to know.
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Correspondence

Email Communication

Each counselor has a Microsoft Outlook account to be used for work-related emails
and an Outlook calendar. All work-related emails must be sent from your Palco
Microsoft Outlook account. Additionally, your emails must adhere to the following:

Required Email Signature: All emails must include an email signature in the
approved Palco template. You can use this example below to set up yours. For
instructions on how to set up your outlook signature, click here.

Privacy Practices: When sending e-mails regarding a participant to entities
inside or outside of our organization do not place the participant name or other
protected health information (PHI) in the subject line. Use the subject link to
convey the topic and consider the Participants initials if necessary. You can
include the Participant name and Palco ID in the body of the email.
Professionalism: As with all of your documentation, all emails should use
professional, culturally sensitive, and use clear and concise language.
Timeliness: Respond to emails in a timely manner. You are expected to be
available to read and respond to emails Monday-Friday, 8 a.m. to 5 p.m., unless
other arrangements have been made with your supervisor. All emails should be
answered within 1 business day.

Phone Communication

Support Coordinators are not provided company issued cell phones or company issued
phone lines at this time. To protect the privacy of both the SC and the Participant, every
SC should obtain and use a free Google Voice Line for all work-related calls. Google
Voice provides a free and dedicated number to be used for outbound and incoming
calls. The line can be set to certain business hours for reachable hours and allows SCs to

Jane Doe

Support Coordinator
Office- 501.604.9936
Fax- 501.821-0045
www.palcofirst.com

PALCO
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not need to share their personal numbers. For information on downloading your Google
Voice number, click here,

Unreachable Participants
A situation may arise where a Participant is unreachable for a extended period of time or

visits are missed.

A Participant is considered unreachable after an SC has attempted to contact them 3
times every 3 business days. We call this the 3x3 rule.

A visit is considered missed if:

e A Participant reschedules a set visit more than once.
e The Participant/Representative is not home when you arrive.

When a Participant is considered unreachable, the following process should occur:

1. After 3x3 rule timeframe has passed, SC should notify their supervisor of inability
to reach Participant/Representative via email
2. Supervisor will notify the Account Manager and request a “No Contact Letter” be
sent to the Participant/Representative.
a. Account Manager sends letter.
3. If no response by Participant/Representative is received within 15 days, Palco will
reach out to DHS to request disenrollment.

Systems

Below is an overview of each Palco system used by Support Coordination and how to
access it. Training and support in each individual system will be provided during new
employee onboarding. If you experience technically difficulties or issues with any of
these systems, report them to your supervisor.

System Name Function URL / Location

CMP This is the Palco database https://cmp.palcofirst.com/login
where all case files and
Participant information is

stored.
AuthentiCare - This is the system where
Palco you will record your billable

time for all Participant
interactions.
AuthentiCare- This is the system self-
Arkansas directing caregivers use to
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clock in/out for their shifts
when working for their
Participant/Representative.
You will use it to set up
workers and assist with
troubleshooting issues as
you provide support and
training to your caseload.
Intake Intake is the Palco system https://intake.palcofirst.com/
used for Enrollment. It .
generates prefilled packets
and provides a platform for
Participants/Representative
s and their Workers to
enroll and sign forms
online. It is primarily used
by the Enroliment
Coordinators and
Enrollment department.
Palco Team Site This is the internal company | https://palcoincorporated.sharep
site used to communicate oint.com/SitePages/Home.aspx
announcements, important
company info and
document policies and
procedures. Knowledge
base articles on all Palco
systems and procedures
can be found in this site

library.
SharePoint — This site is dedicated https://palcoincorporated.sharep
Support specifically to the Support | cint.com/sites/SupportCoordinati
Coordination Coordination team. All on

Support Coordination tools
and resources can be found
on this page. It is the main
hub for everything
happening on the team and
main storage for all
important resources and
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lists. You should log in to
this site every day.

Palco Website This is the external page https://palcofirst.com/
established for
Participants/Representative
s and their Workers to
access Palco information
and Forms.

Documentation

All Support Coordinators are responsible for documenting every interaction with
Participants/Representatives and their Workers. Every interaction should be clearly and
timely documented in the Palco SC Notebook.

What is a contact note?

» Means to document any type of contact with or regarding a client or a
caregiver

» Documentation is crucial in our business

« Ensures continuity in quality services meeting regulations

« Ensures team members are all informed

e May have entity-specific guidelines

10 Tips for Writing Effective Contact Notes

#1- Timeliness: Make Timeliness Paramount Notes should be entered as soon as
possible from the event being noted. This can be very challenging since everyone is so
busy dealing with everything that comes at you in a given day, but the impact of a
timely note for you and your co-workers is HUGE. With timeliness, of course, comes
increased recollection of details and more immediate access to the most current client
information, which will only benefit you and your team.

For this reason, it's always preferred to create the documentation during (or
immediately following) contact with your client.

You should rarely, if ever, let more than 24 hours lapse before creating your contact
note. Simply put, if it's not documented, it didn’t happen.

TIP: Keep the notebook open and log what you can at the time- fine tune later
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#2- Thoroughness: Be as thorough as possible.

Each contact note should assume that the reader knows no case history. It's
important to be clear and concise but complete in your explanation; being careful
not to leave out pertinent information that someone who isn’t familiar with the case
would need know in order to understand.

So, when composing your contact note, think of yourself as a TV reporter talking to an
audience about an event. If you were a complete outsider to the case, what would you
need to know about what happened? What context or history is important to
understand, if any?

The important elements to focus on when writing contact notes are that they reflect:

+ the reason for the contact, - Covers the Why aspect

» the content of the contact, - This is the Who, What, when, and where? part

« the outcome of the contact, - What as the result?

o the supports/needs addressed during the contact
Overall goal is to make sure that your note is an easily understood report of what
occurred. You should also include details about who you spoke to and at what
number/email. That will ensure any questions about a content can be researched and
confirmed if needed.

#3- Be Objective: As much as possible, utilize facts in contact note entries. Facts are
information which is observed, reported, or historical.

If recording opinions, inferences or assumptions, it is necessary to do so with
caution and identify these entries as such. Phrases such as “appeared” or “seemed to
be” should be used, then explain why the inference or assumption is being made.

Keep in mind that contact notes can be requested by a client or the entity with which
we have a contract. Ensure they stay respectful and professional in nature!

#4- Give Yourself Credit: Think of each contact note as a bill for your time. (In some
circumstances, it is a type of billing record!) What did you (or the company) do for or
on behalf of the client? What was your role or action step taken? If it was a meeting,
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what was the goal of the meeting? If it was in inquiry call, what was your part in the
resolution? Be sure to include the “billable” aspect of your contact within the note.

#5 Map The Plan: Many contact notes falter in one key aspect...the next steps. Much of
the time, client contacts set into play a plan of action in which we are to perform a
function. So be sure to indicate what those next steps are, including responsible parties
and timelines. If a client calls with an issue or concern, what are the next steps and who
is involved? Did you promise a return call? By a certain time? Make sure the plan is
included-in your-note: This will help when your co-worker receives the same call and will
help to prevent a situation where you are both following up on the same

issue.

#6- Supporting Documentation: Are there supporting items like documents or emails
that you need to consider attaching or including as part of your documentation? Are
there other people associated with the contact that you need to link and mention?

#1- 3rd Person Perspective: Contact notes are typically written in the third person,
meaning from an outsider’s point-of-view. Be careful not to use references to

self. You would use phrases like “This writer called John Smith” rather than “I called
John Smith”". The goal is to create a note that could be read by anybody and will sound
like an objectively reported occurrence.

#8- Use Acronyms Sparingly: Only use acronyms that are (1) commonly known in
your business or office or (2) are established earlier in your note. Your notes need to
be decipherable by all readers.

#9- Keep Names and Protected Health Information (PHI) Private: Do not use one
client’s name in another client's contact note. This is important since contact notes are
sometimes shared.

#10- Re-read and Edit Before Finishing: Check your note before you finish and make
sure it is free of typos and makes sense. Fine tune and edit last details necessary.
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Contact notes are such an important part of our business. | think following these
recommendations will help to ensure that your notes are a reliable tool for you and your
team and are a prefect representation of the great work your team does each day!

You can find templates for documentation and instructions for navigating the notebook
on the first tab. The notebook is organized in alphabetical order. To view/document
information for a particular participant, navigate to the tab that corresponds with the
first letter of their last name. Then find the page titled with their name and Palco ID. If
~———-the member does not have a page, the SC should create one following the
template/guidelines of all the rest. It is very important to ensure there is not duplicate

pages.

Visit Checklists

Phone Calls:;

1.

Home Visits;

1.

o LYo Nou

Any changes in health?
a. If so, what is the plan to ensure PAR’s needs are met?
Is the REP/EOR available and at the meeting?
Changes in contact information?
a. If so, SC please communicate these changes (update phone number and
address if necessary)
Who is the back-up worker?
a. Is the backup plan still in place?
What approved tasks does the caregiver do on a daily, weekly basis?
How does the EOR feel about the caregiver's job performance?
Does the EOR feel that they can effectively supervise the caregiver?
[s the EOR and EE able to use AC and Connect?
Are you using all your hours in your budget?

. Does the SC feel that the EOR and PAR are successful with Self-direction?

Any changes in health?
a. If so, what is the plan to ensure PAR’s needs are met?
Is the REP/EOR available and at the meeting?
Changes in contact information?
a. If so, SC please communicate these changes (update phone number and
address if necessary)
Who is the back-up worker?
a. Is the backup plan still in place?
What approved tasks does the caregiver do on a daily, weekly basis?
How does the EOR feel about the caregiver’'s job performance?
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7. Does the EOR feel that they can effectively supervise the caregiver?

8. Is the EOR and EE able to use AC and Connect?

9. Are you using all your hours in your budget?

10. Document the safety and cleanliness of the home.

11. Document the appearance of the PAR. Be specific.

12. Does the SC feel that the EOR and PAR are successful with self-direction?

Time Management

-Quality counseling depends on good time management. Support Coordinators must be
organized, mindful of time and how much time it should take to accomplish a task, be
able to effectively utilize resources, and willing to document their actions accurately.

In addition to time management skills, support coordinators must also have good
organizational skills with the ability to prioritize all tasks, even the most mundane tasks.
As the day or situations progress, re-prioritizing may be necessary to keep things
moving in an orderly and timely fashion.

In addition to time management skills, support coordinators must also have good
organizational skills with the ability to prioritize all tasks, even the most mundane tasks.
As the day or situations progress, re-prioritizing may be necessary to keep things
moving in an orderly and timely fashion.

As support coordinators work remotely, they may be frequently interrupted or pulled in
different directions. While interruptions cannot be eliminated entirely, individuals geta
say on how much time he or she spends on them and how much time he or she spends
on the thoughts, conversations, and actions that will lead to success.

To manage time well, it is important to be organized. Without good time management
and organizational skills, support coordinators may become overwhelmed and seem
sloppy or uncaring, which can jeopardize the participant's ongoing enrollment in SDSB
and therefore the health care that the individual receives. Participants may also tend to
doubt the knowledge base and skillset of these individuals, as well as the credibility and
competence of Palco.

Having strong time management also means being proactive. SCs should set up their
calendar in a rolling fashion that sets up future visits for the next month/quarter. Before
you leave a Participants home, schedule the next visit so you can both plan for it. At the
end of the day, us your calendar to call and confirm tomorrow's visits. This will help you
ensure you don't have wasted time for missed visits. Keep track of all of your claims
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throughout the day and take notes in real time so you don’t waste time going back and
trying to remember things. Be proactive in finding billable time by reaching out to
Participants you have not heard from in a while or those who generally need more
support.

Logging Travel Time
Travel time should be documented in the Authenticare application for all visits. To enter
travel time:

1. Click “Enter travel time in minutes” from the client card display.
2. Enter travel time in whole minutes only. Ex: 1 hour and 15 min = 75 min.
3. Click Done.

Home Visit Guidelines

AR Independent Choices gives Home and Community Based Services waiver recipients
the opportunity to direct their care and have more control over their caregiver support
services. It provides an alternative to traditional agency-based care, nursing facility
placement and allows you to hire family and friends you are most comfortable with to
do your care.

Type of Visits
There are five visit types a Support Coordinator can provide.

1. INEO- Initial New Employer Orientation
e Completed with uncertified Participants only
2. New Employer Orientation
* Completed with active participants who are appointing a new employer /
representative
3. Frequency -Based Home Monitoring (FBHM)
» Completed with active participants only
¢ Minimum of 1 visit per quarter, maximum of 14 per year
4. Issue-Based Home Monitoring
e Completed with active participants only
e May only be conducted after the participant has been active for 6 months
¢ Conducted when an issue is discovered or reported
5. Information and Assistance Visits (IAA)
e Completed with active participants only.
e Occurs outside of the monitoring visits when information or assistance is
needed
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Scheduling Visits
Outlook Calendar, Reminders, Communication

Home Visit Safety
Palco is committed to providing a healthy and safe environment for support
coordinators. Due to the multi and diverse functions of the Palco workforce and the
varied and diverse locations in which support coordinators perform their job duties,
Palco must always be diligent in its commitment. To achieve this goal, it is important
that each support coordinator share in this commitment to health and safety of self and
~fellow co-worker. No-Palco support coordinator should ever be-expected to compromise
his or her own health and safety during the execution of their job.

COvID

All support coordinators are expected to uphold CDC guidelines and company policies
when completing visits with our stakeholders. All support coordinators must be
vaccinated for COVID-19 and wear a mask at every home visit regardless of vaccination
status and preference. Two company issued reusable masks will be provided. In
addition, social distancing, hand washing and universal precautions are mandatory.

Preparing for Visits
Before leaving to conduct a home visit:

Review the case documentation to determine whether there are any factors
associated with the client, family, home, or neighborhood that may pose
potential safety concerns. If you believe that there may be potential safety
concerns, consult with your supervisor to determine how to proceed. In
consultation with your supervisor, a determination will be made whether the
employee will partner with the supervisor for the home visit or if local law
enforcement should be contacted for assistance.

Maintain an accurate Outlook Calendar, shared with your supervisor listing
planned visits (including name and address) and maintain that schedule, as much
as possible. If plans change while in the field, you should update your calendar
before making any unanticipated visits.

If you have any concerns, connect with your SC Buddy before and after the visit. If
you do not make contact within a certain time after the visit was expected to end
and cannot be reached by telephone, your buddy can contact your supervisor for
next steps.

e Always make high risk visits during normal business hours

Page 20 of 30

SC Administrative Manual- Internal Use Only



Keep your cell phone charged and powered on at all times when working in the
field.

Be aware of attire choices when making home visits. For example, wear shoes that
you can move quickly in if necessary. Be cautious when wearing jewelry, scarves,
ties, etc. that could potentially be grabbed. Avoid wearing expensive jewelry or
carrying a purse.

Prepare the materials needed for the visit in advance and carry them with you.
Learn the activities of neighborhoods in advance and avoid visits when the risk
may be higher.

——e—Counselors-may want to-keep-the-following-items-in-their-vehicle:

o A noise making device such as a whistle
o A change of clothing

Clean towels

Latex or surgical gloves

Disinfectant hand wipes / sanitizer
Plastic trash bags

Face mask

Febreze / Lint Roller

O 0O 0O o O o

Vehicle Travel
To ensure safety when traveling in a vehicle, SC's:

Must hold a valid drivers license.,

May not engage in the use of or or be under the influence of substances that
may impair judgment and/or driving ability while working.

Follow all laws including speed limits, driver safety and seat belt laws.

Not text message while driving.

Talking on the phone while driving should only be done in emergencies.
May not carry a handgun or other weapon in the vehicle while working.

Parking and Exiting the Vehicle

Become aware of the areas in the neighborhood where help could be obtained if
an emergency occurs (e.g., local police, fire department, convenience stores, gas
stations, restaurants, public facilities, etc.) prior to parking the vehicle, if the home
is in an unfamiliar area.

Avoid parking in areas with poor visibility by others, such as alleys or isolated
buildings.
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e Have enough gas in the car at all times.

» Park with the vehicle facing the direction you intend to leave.

» Park in the street rather than the driveway when possible.

o Park with the driver's side door easily accessible. Locate the client’s building prior
to exiting the vehicle if the residence is in an apartment complex.

e Scan the area for potential safety risks prior to exiting the vehicle.

e Take only the items necessary to complete the home visit.

e Purses or wallets should be concealed if they are left in the vehicle.

* Keep keys in a place where they are easily accessible (e.g., coat pocket, clipped to
clipboard;-etc.)-

e Keep vehicle doors locked.

Approaching the Home
When approaching a home, SCs will:

* Visually inspect the outside of the home and surrounding residences to become
aware of people, animals, or unfamiliar vehicles.

e If animals are present and unsecured, do not attempt to approach the home until
someone in the home can secure the animal or assure you that it is not
dangerous.

* Do not walk around the residence looking in windows if no one answers the door.
For Internal Use Only 92 Compliance Manual

e Look and listen for signs of disturbance involving or affecting people inside or
outside of the residence. For example, is there fighting, crying, dog barking, etc.?

» Take note of any smells associated with illegal substance use or manufacturing
that may indicate potential safety concerns.

If you feel that the environment is unsafe, return to your car, drive to a safe place, and
call your Supervisor to discuss how to proceed.

Entering a Home
Seek entrance through a door that is in plain sight of the street, when possible, and

knock while standing to the side of the doorway. Complete a cursory visual inspection
when the door is opened to assess any potential safety concerns which may be present.

If there is a dog or other animal perceived to be threatening, ask that they secure the
animal in another room before entering. Complete a cursory evaluation of the client's
attitude, demeanor, and behavior to assess for signs of aggression, violence, substance
use, or unusual or suspicious behavior. Do not attempt to coerce or be aggressive with a
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client who is refusing to give access to the home. Leave the home immediately and
consult with your Regional Manager regarding how to proceed.

While in the Home
e Sitin an area near or with easy access to an exit and with your back to the wall,

when possible. Facing the door usually means that you are facing another person
who will be between you and the door.

» Be aware of where you sit, taking care not to sit on sharp or wet items. It is often
better to sit in a hard-surfaced chair as opposed to an upholstered-cushioned
chair, if available. Sit on the edge of the chair to ensure quick standing and exit, if
necessary.

» Sit or stand so that you do not invade the other person'’s personal space.
Personal space is the area around a person’s body into which others may not
come. Intrusion into that space increases anxiety and may be perceived as
threatening.

¢ Remain alert and observant of the environment and the behaviors of those
present. Note any unusual smells, such as gas, electrical, or fire hazards, as well as
those which may be associated with the manufacture of illegal substances.

» Be aware of all people who are present in the home during the visit, inquiring
about any unseen people believed to be in other rooms or unfamiliar people
arriving during the visit.

e Do not enter any part of the house without the permission of the client, and
remain cautious and observant upon entry to any room.

e Don't attempt to break up domestic arguments.

e Do not accept any food, drinks or gifts from the Participant or others in the
home.

e Do not disclose personal information about yourself or internal company topics
and information. Remember, you are there to help them.

» Leave immediately if you feel unsafe, drive to a safe place and contact your
supervisor.

Interacting with Upset Clients
When interacting with a client who appears upset, SCs should use the following
de- escalation techniques

® Be aware of your personal behavior and the risk it may pose to others.
e Be aware that your behavior may unintentionally trigger a response in another
person that could not be predicted.
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Be prepared to respond with de-escalation techniques or escape.

Remain calm. Appear calm, centered, and self-assured even if you don't feel it.
Be aware of the tone of your voice. Use a modulated, low, monotonous tone of
voice. Do not get loud or try to yell over a screaming person. Wait until he or she
takes a breath, then talk.

Be aware of your body language and non-verbal message. Observe the other
person’s body language and non-verbal behavior.

Allow the speaker to vent and show you are actively listening.

Do not be defensive. Even if the comments or insults are directed against you,

they aren’t aboutyou. L .

Keep a safe distance between yourself and the client.

Stand to the side of the individual, instead of directly in front of them. Never turn
your back for any reason.

Always be at the same eye level, but do not maintain constant eye contact.

Keep your hands out of your pockets.

Show respect and sincerity, even when setting limits firmly or asking for help.
Empathize with feelings, but not with the behavior. Do not interpret the client's
feelings in an analytic way. Do not argue or try to convince. Do not tell the client
what to do, or how you would handle a situation if you were them.

Trust your instincts. If you feel the de-escalation is not working, leave. Remove
yourself from the situation as soon as possible if you feel concern for your safety.
Ask for assistance from your Regional Manager when needed.

Leaving the Home
When leaving the home, SCs should:

Have car keys out and ready while walking to the vehicle.

Avoid looking down or digging in your purse or briefcase while walking.
Observe any people or activities taking place in relative proximity to the
residence, the exit route, or the vehicle. if you are afraid or suspect danger, you
should go to a previously identified safe place.

Leave the car and contact someone for alternative transportation, if you believe
that you may not be able to return to or enter the vehicle due to potential safety
concerns.

Observe the back seat before entering the vehicle.

Leave the area immediately. Do not remain outside the residence or in the vehicle
to make phone calls or take notes. These activities should be completed when a
safe or familiar destination is reached.
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e Always wash your hands or use an alcohol-based hand sanitizer after completing
a home visit.
» Write notes about everything that happened during the visit as soon as possible.

Incident Reporting
Incident reporting is a critical aspect of helping to keep counselors safe. Without
knowledge of incidents, there is no way Palco can work to prevent similar situations
from happening in the future. Whenever an incident has occurred, you should report the

Freguently Used Contacts

Entity Tel: Email/Website/Address
Mail: Palco, Inc. P.O. Box 242930 Little Rock,
Customer Service: 1-866-710-0456 | AR 72223 https://www.palcofirst.com/
Palco Fax: 501-821-0045 Email: customersupport@palcofirst.com

Palco Connect

Register in Connect -
https://connect.palcofirst.com/#/registration/
data_verification Connect Portal:
https://connect.palcofirst.com/

Authenticare

IVR Toll-Free Number for Providers to Clock

Maltreatment

(EVV)/FISERV | Customer Service: 1-800-540-5126 | in/out: 1-800-331-2728
Caregiver must complete the PIN application
either by paper/mail or online (preferred)
Online:
https://portal.mmis.arkansas.gov/armedicaid/

Gainwel! PIN Enrollment Status: 1-800-457- | provider/Home/ProviderEnrollment/tabid/477

(PINS) 4454 /Default.aspx

Department

of Health CBC Status Updates:

Services DHS at 501-682-2441.

Child

SC Administrative Manual- Internal Use Only
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Appendix A- Arkansas EVV Support Coordinator Manual

Logging In

Support Coordinators are issued credentials for the Arkansas EVV Environment by their
supervisor. NOTE THIS IS COMPLETELY SEPARATE FROM THE EVV SYSTEM SCs USE
TO TRACK THEIR TIME. WE REFER TO THAT AS THE PALCO EVV System for SCs.

To login, the Employer should Navigate to the AuthentiCare website a
https://www.authenticare.com/arkansas

~—Registering Workers
The Support Coordiantor must register the caregivers for EVV on behalf of the Employer
since AR self-directing employers do not have access to the AuthentiCare website.

Setting up Workers for EVV - Mobile App

Search for the worker by typing their last name into the search field on the main page of
AuthentiCare after you login. Then click GO.

Entities

Add New > (lient
Warker
Representative

Entity Type > v

Search > |icassandra

Go!

If no results display, this means they do not have a Provider Identification Number (PIN)
yet. The PIN must be issued by DHS and entered into CMP (Member info = Program
Tab). After it is entered into CMP the job that connects profiles in the Arkansas
AuthentiCare environment runs each morning. This means if you enter a PIN into CMP
today, you will be able to search for the worker and set them up in Authenticare
tomorrow.

Page 27 of 30

SC Administrative Manual- Internal Use Only



Once the search results display, select the record you are going to work on and it will
pull up the “Worker Entity Settings” page. On this page you can register the worker for

the mobile app by filling out the mobile section.
T WUTKEr Meuiau 1. 254502790

PC UNDER 21

PC 21 AND OVER

RESPITE

/AGENCY ATTENDANT CARE

Worker Services:

Mobile Enabled:  ves ® No
Mobile Locked: | ves ® No

Worker Must Change Password:
Mobile phone number: 000-000-0000
Device ID: 00000000000
Office Phone: 0000000000

Select the two services
approved for the worker to
provide. “PC 21 and Over”
and “Agency Attendant
Care”

T Password: eesessesessescescosvnsssrant

Master Worker ID: 252802795

Provider: PALCO, INC. 3§

Choose Mobile Enabled > Yes

Mobile Locked = No

Set Temporary Password

Check Box for “Worker must

change password”

Enter worker phone number

6. Office Phone Number =
000000000_

7. Enter Worker Device ID

8. Click SAVE

LN~

b

In addition to registering the workers device, the Client Entity Settings page must have
the correct address listed for the Client. If the Client receives services at multiple
locations, multiple addresses should be registered. See image on next page for example.

Note: Any demographic information in the AuthentiCare system is fed by the
DXC/Gainwell feed through DHS. Palco cannot change any information in this
system except the mobile and telephony set up items. If a Participant or Worker
wish to update something, they can submit a Gainwell Change of Information

Form found on the Palco website.
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Home | Create | Reports | Schedullng | Dashboards | Visits | Administration | fy Account | Custom Links | Logout

Entities

Logged ir as: palca@admin.test

Client Entity Settings
* Indicates a required field.
ID: 9999500306
Pl”: HK WA
* First Name: AUDIE
Middle Name:
* Last Name: LAUDIE
Company Name:
SSN:
FID:
Gender: Maie
* Birth Date: 01/01/1980

Entity Addresses/Phones

Add Address

Address Type: Home

¥ Address Line 1: 1234 DHS ROAD
Address Line 2:
City: HOT SPRING
State: AR Zip: 71913
Longitude:
Latitude:
Disable Learn Moda:

Email Address:
Begin Date:
End Date:
Language: Other
Status: Active
Plan 1D:
Payer Assignment: ARKANSAS DHS

* Medicald ID: 9929900306

Representative: LAUDIE, AUDIE 4
Effective Datey 01/01/2021

Add Phone

Phone Type Phone Number
othar {000} D00-0000
* Phone Desaription: Unlmown

1D Card Number:
Status:

Setting up Workers for EVV - Telephony / IVR
For the IVR system to confirm the worker is calling from the correct phone number, the

Client Entity Settings page must have the phone number listed. See images on the
next page for examples. Palco SCs can add a phone number but they cannot delete or

change the one fed by the Gainwell system. See the note on Page 24.
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Home | Create | Reports | Scheduling | Dashboards | Visits | Administration | My Account | Custom Links | Logout

Entities

Client Entity Settings

* Indicates a required field.

1D:

PIN:

* First Name:
Middle Name:

* Last Name:
Company Name:
SSH:

FID:

Gender:

* Birth Date:
e e
Begin Date:

End Date:
Language:
Status:

Plan ID:

Payer Assignment:

$993500306

KE AR

AUDIE

LAUDIE

Mate
011011880

Cther
Active

ARKANSAS DHS

Logged In as: palco@admin.test

Entity Addresses/Phones

Add Address

Address Type: Home

* Address Line 1: 1234 DHS ROAD
Address Line 2
City: HOT SPRING
State: 4R Zip: 71913
Longitude:
Latitude:
Disable Leain Mode:

Add Phone

Phone Type Phone Number
Other (000} GOG-0000
* Phone Description: Unknown

* Medicaid 1D:

9995900306

Representative;
Effective Date:

LAUDIE, AUDIE %
01/G1/2521

ID Card Number:
Status:

[ ve | concs | o]

Worker Entity Settings
* Indicates a required field.

b1
Pin:

* Firet Hame: /L1
Maddle Hame:

* Last Hamae ALE
Compasry Haew:
SSM:
314

Gendar; Uriknow

In addition, ensure the
correct language is selected
on the Worker Entity Setting
page. The options are
English and Spanish.
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ATRNLIX S

SPECIALTY TOOLS

EVV COMPANION GUIDE
RECRUITING COMPANION GUIDE
EMPLOYEE MANAGEMENT COMPANION GUIDE
BUDGET MANAGEMENT COMPANION GUIDE
FRAUD, WASTE, AND ABUSE COMPANION GUIDE
PROGRAM COMPLIANCE COMPANION GUIDE
CONNECT REPORTS COMPANION GUIDE



CONNECT USER GUIDE D
FOR ELECTRONIC VISIT = AI—CO

~ ERIFICATION (EVV)-ARKANSAS

EVV is a federally mandated system which electronically verifies that home or community-based service visits
occur by capturing and documenting six points of data: type of service, individual receiving services, individual
providing service, location of the service and the time the service begins and ends. Once that time is recorded
via EVV the shift is uploaded to Palco's online time portal called Connect. All program participants and their
workers must be registered in Connect to review and submit their time for payment at the end of the pay perio

Click here to register for Connect. This user guide will walk you through the time approval and review process.

Here is how the process works:

?ur‘esr‘rif ;r:m;s = Worker reviews and
AuthentiCare i approves the time in
s Waorker Connect, If edits are
ART necessary, the worker
: makes them.
| .
‘Pal-cos <
i Connect I
4 IVR  Mobile app S d
Worker Time is sent back tothe
Waorker for corrections

Tirsshesr stanr =
Unger Emnayer

Roview

MNotification sent
to employer that
time is awaiting action

| checks are done I || |

EVV time entries will be inserting into the Connect application as an "Open" status for the worker,
employed by the participant to review. The worker, employed by the participant should access the portal
per the instructions on the following pages and review and submit the time to the employer. The employer
will then access Connect, make the final approval and submit to Palco for processing.
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Reviewing and Approving The Time

All employers and the worker, employed by the participant, must be registered in Palco's online time portal

lled, Connect. During Enrollment, you will be issued credentials that you will use to log in. At the end of
every pay period, the worker must login to review the recorded EVV time and submit it to their employer. The
employer will then submit the final approval of the time in order for workers to be paid. Please review the
payroll calendar located on our website for full details on the deadline to submit.

Part One- Worker Review

1. EVV entries will be inserted into the worker's Connect account for initial review. Workers
will access the Connect website https://connect.palcofirst.com/ and login using their

credentials.

PALCO

LOGIN
- g

2 Remember me on this device

2.Click "Time Entry" located at the top right of your screen.

HOME TIME ENTRY REPDRTS

Palco Connect

Hello, mason.makoola@maildrop.cc! Welcome to Connect, Palco’s self-service portal, Now that you're logged in, here's what Resources

you cando:
*

s NEW: View information on your service authorizations, utilization, SSP pay rates, and timesheets under the Reports Tab,
Please wisit your program page located at for Instructions on this feature,

Enter and submit timesheets

Check the status of your timeshests

Change your password

And more!

Be sure to check out our Privacy Policy and Terms of Service for any update,

For any additlonal questions, please visit your program rescurce page at palcofirst.com or contact a friendly custamer support
representative at 1.866,710.0456.
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3. Select the Employer/Worker for which you are submitting time. You may see multiple
options here if you are associated with more than one person.

HOME TIME ENTRY S5IGN OUT

SELECT A WORKER

4. Select the open time sheet for the correct pay period.

. PI\L(T(-) UM f Ry T SIGN OUT

Wikayla Makoola at PA OG1 [or King Boomer 2019-10-27 - 2019-11-09 (Current) - JELV

SELECT A TIMESHEET

Q@ new nimesHesT

5. Review all of the shifts for accuracy and make any edits if necessary. Once you have
ensured everything on the screen is correct, click "Submit for Approval."

27 2079-T1-08 {Current) 8

pario Chalmers at QRK Naism 20

11/04/2019 Monday
{ADLs / ADLs 08:00 AM Q5:00 PM Open

11/05/2019 Tuesday

11/06/2019 Wednesday [ ano tiins |

11/07/2019 Thursday

11/08/2019 Friday

SUBMIT FOR APPROVAL

Instructions for edits are on Page 5. Note: Edits should only be made if absolutely necessary. Edits will
cause you to be out of compliance with EVV mandate and could have consequences.
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Part Two- Employer Review

Once the worker has submitted their time, the next and final step is for the employer to
“2view and submit. The employer will follow the same 1 - 4 steps outlined above to access
their Connect account and review the time entry. Once on the time entry screen there are a
few options.

- PAI—(T:() HOME TIME ENTRY  [RREPORTS SIGN OUT

Mikayla Makaoola at PA ODF for King Baarries & under employer review  2019-10-27 - 201591109 (Current)

- " WEEK 1 - 40 hrs; overtime - 0 hrs

Tinesheat

Approve: Reject:
Selecting "Approve" is your attestation as an

employer that all of the shifts are correct and
true because you are the employer and
responsible for all aspects of scheduling and
managing your workers. Once you approve, the
timesheet will be submitted to Palco for
processing and payment. Palco will complete
the necessary checks and validations to ensure
payment is approved.

Selecting "Reject" will deny the timesheet

and send it back to the worker for
corrections. You should only reject a
timesheet if it is incorrect and requires an
edit. Edits should only be made if absolutely
necessary. Edits will cause you to be out of
compliance with the EVV mandate and
could have consequences.

As the fiscal agent, Palco can only process and pay for shifts/claims that are within the participant's budget and cash
expenditure plan (CEP) as approved by the Department of Human Services. Employers should manage and direct their
2 accordingly, only scheduling their workers for the hours that can be afforded by the budget. Palco is not in charge of
scheduling and it is up to the Employer to schedule accordingly or be forced to pay with private funds. Any timesheets
that exceed the allocated funds will be rejected for correction by the employer before Palco can process and pay.
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Workers- Editing A Timesheet

1. Once you have accessed the timesheet (steps 1-4 above) select the shift
you would like to edit.

2018-10-29 Monday [ + 400 1w |

~—2-Review the service type drop down and time entry. Use the drop downs and
time selections to enter the correct start and end time for the shift. Ensure you
have selected the correct AM and PM selections.

TIME ENTRY FOR: SUNDAY 2018-JUL-08 [FIMEENTRY FOR: SUNDAY 2018-0CT:28

ADLs Activitles of Dy Living (AL s: .
Select authorizaton v
Select authorizavon

SUPEM Suppaited Ernpl / indhadual Erpl Supoort Seraces

s overtime Applicable for hours worked over 40

DALY Bistiumerdal f Actnaties of Daify Lving START TIME
|m PM . v
END TIME
AM m (-3 EGERY

3. Select the reason for the edit from the drop down list available.

4. Once all edits are complete, review the entire timesheet one last time for
accuracy and submit the timesheet. It will go back to the Employer for approval.

SUBMIT FOR APPROVAL?

Once you submit this timesheet you will no longer be able to add/adil entries io it

This timesheat will now be sumitied for apiroval

Important Note: Edits to timesheets should not occur very often!
Compliance with EVV is a federal mandate and making edits to shifts

will cause a lack of compliance and issues.
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Timesheet Status
[=—=—"= - - —— - _—  ———— — —— ——  —

Statuses are available for your convenience to quickly see what stage it is in the payment
~rocess. You can view the status of your timesheet on the Connect application, Timesheet
wverview screen. Consult the chart below for status definitions.

Data has been received from EVV system and is ready for worker

Open review. Changes can be made to the time at this stage.
Und-er Employer Time has been submitted to the Employer for approval.
Review

The Employer has rejected the time and sent it back to the worker for

Needs Resolution correction. Changes can be made to the time at this stage.

Under Palco Time has been submitted by the Employer to Palco. Palco is doing
Review validations on the time ensuring it is payable and there are no issues.
Approved for Time has passed all Palco checks and validations. It is going through
Payment the final step of billing before it can be paid.

Paid The timesheet is closed and paid.

Palco rejected the timesheet for the reason listed in the portal. No
changes can be made. To correct, a new timesheet must be started
via Connect and will be recorded as an edited timesheet facing the
same warnings as listed above.

Rejected

Viewing Reports in Connect

In addition to being Palco's time entry system, the Connect Portal also provides valuable reports
for supporting the journey of self-directed services and supports. Two of those features are
Spending Summaries and Payment Details. Both of these reports can be accessed by logging in

to the Connect Portal: https://connect.palcofirst.com/.

Spending Summaries provides quick information to help you easily track your utilization.

2ayment Detail provides both the employer and employees with access to pay stub information
and history.
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Spending
E=—— — —— —————————————— .

Spending details are available only to the Employer. To access, login to Connect and select
"Cpending" from the tool bar in the top right of the screen.

HOME TIME ENTEY PAYMEMNTS SPENDING SIGN OLT

Once on the spending screen, you can enter the details for the date span you would like to see.

If you are an employer for multiple participants, choose
the participant you want to see utilization for.
Enter the start and end date for the span you would
like to see, you can focus on one specific month or pu

PARTICIPANT: lane Doe v . . . . .
your entire certification period if you want to see mor
SERVICE DATES FROM:  (-4/01/2020 info.

Under "Allocation Type" you can select either Funds
which will display dollars or Units/Hours to display ti

SERVICE DATES THROUGH: 023002020

ALLOCATIONTYPE:  Funds v number of hours used.
SUBMIT Once you have set up all of your search criteria, hit
' Submit.

Once you click Submit, the details will display.

SERVICE DATES THROUGH:  02/29/2020

ALLOCATION TYPE: Funos v

PERIOD: 2020-02-01 - 2020-02-29

UNFD Undesignated Funds Stariing Ailocation:

Date Of Service Amount:
2020-02-01 -7.37
fpent: 737
Remaining:
Utilized:

KSPR KS WORK - Payrol
DAILY iADLs / ADLs
Date Of Service

2020-02-01 1373.63
NIGHT Night Support
None Found
SUPEM Supported Employment
None Found
Spent: -1373.63
Remaining: 0.00

You will see the service code, dates, total utilized and total amount remaining for that
specific period.
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Spending- continued

If you want to see multiple pay periods or months, enter those dates and multiple months wil
lisplay. At the bottom of the results you will see a section called Period Totals. This section
will total up all of the months within your search criteria and give you a overall snap shot of
spending.

PERIOD TOTALS: 2020-02-01 - 2020-04-30

UNFD Undesignated Funds Total Aliacation:
Total Spent: -
Total Remaining:

Total Utilized:

Total Allocation:

KSPR K5 WORK - Payro
DAILY JADLs 7 ADLS

Totaf Spent: -
NIGHT Night Support
Total Spent:
SUPEM Supported Employment
Totsl Spent: 0.00
Total Remalning:
Total Utllized:

Payments

Payment details are available to both the Employer and the worker, employed by the

participant. To access, login to Connect and select "Payments" from the tool bar in the top
right of the screen.

PAYMENTS

Once on the payment screen there are many options and things you can do.

Select the time frame for what
Stubs you would like to see

Payments \

If you are an employer with multiple
workers (employed by the
participant), you can select the
worker you wish to see.

Choose the History from: Last90Cays v For: Jane Doe v
black triangle ) PAYMENT ISSUED  NETTOTAL ~ PAIDTO Check No: 8417
on the Ieﬁ to june 8, 202¢ $1432.96 Jane Doe view stub
expand the pay /’ ) PAYMENTISSUED NETTOTAL PAIDTO Check No: 7602
stub you would May 22, 2020 $1432.96 Jane Doe view stub

like to see more
’ PAYMENT ISSUED NETTOTAL PAIDTO Check No: 7183

details on May 8, 2020 $1432.06 Jane Doe view stub
(shown below).

} PAYMENT ISSUED NETTOTAL PAIDTO Check No: §609
April 23, 2020 $1432.96 Jane Doe view stub
’ PAYMENT ISSUED NETTOTAL PAIDTO Check No: 6178
April 8, 2020 $1432.96 lane Doe viewe stub
> PAYMENT ISSUED NETTOTAL PAIDTO Check No: 5811
Marer 23, 2020 $1432.96 lane Doe view stub

WWW.PALCOFIRST.COM
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Payments- continued

By clicking on the blue "View Stub"
link, a pop up will open with full stub
details and ability to print.

Payments
History from: Lest90Cays v For Jane Dee v
W PAYMENT ISSUED  NETTOTAL PAIDTO Check Nozgar7| | = Check Number 3417 - Gaogie Chrame = [=1e 3
june 8. 2020 5143296 Isne Dow = i connect-testpalcofitst.com/s/view_stul:_576d181-fe07-2at0-b682-350430a05668 (=}
Within the preemnTia THIS PAYROLL YEARTO DATE [ oo |
EARNINGS TR enn e e BT INFO Check No: 6427
expan ded corss 1 $1600.90 51952000 EARNINGS ServiceDates HoursiUnits  Rate ThisPavzoll  YeartoDate
cDAsS1 wwew 0 200000 S160000  S19A000
. 51600 $19520.00
display more 00 st
DEDUCTIONS $167.04 -52158.63
d i h DIDUCTIONS ThisPaysoll  YeartoData
etails on the NET PAY B T — ] | €O State Income Tax $51.00 S50
Federal Income Tax LM 5130763
i S04 S
aymen t can be PAYMENT ISSUED NETTOTAL PAIDTO Check No: 7602 -
May 22, 2020 5143256 Jane Doa i s | | EFT Divect Deposit SLi%E S1N0.8
seen NETPAY Nehy  [G02%
) PAYMENTISSUED  NETTOTAL PAIDTO Check No: 7183
May 8, 2020 $1432.06 lana Dog wew st
) PATMENTISSUED  NETTOTAL PAIDTO Checek No: 6509
April 23, 2020 $1432.96 Jane Dow wew st
I pavaentisasn  sertota ssinto Cheel Nns 7172

Other Questions? Contact Palco!

Phone: 1-866-710-0456

Fax: 501-821-0045

Email: customersupport@palcofirst.com

Mail: Palco, Inc.
P.O.Box 242930
Little Rock, AR 72223
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AUTHENTICARE
: MOBILE APP - ARIC & PAI—CO

Electronic Visit Verification (EVV) User Guide

AuthentiCare® by First Data is Palco's first choice for meeting the federal mandate for EVV. EVVis a system
which electronically verifies that home or community-based service visits occur by capturing and documenting
six points of data: type of service, individual receiving services, individual providing service, location of the
service and the time the service begins and ends. This user guide will walk you through the functionality and
features of the mobile app which can be used on any smart device. For more information on EVV visit our
‘website at www.palcofirst.com —— =

Download the Application

Download the Authenticare App

Step 1: Go to the App Store on your mobile device.

Step 2: Tap on Search '

Step 3: In the search bar, type "Authenticare” _ :
Step 4: Download the app- "Authenticare 2.0". |

Step 5: Complete the download and tap to open. _
T=n Allow to access this device's location and Tap

Ailow to make and manage phone calls.
Initial Set UP

e You must

Show Rosst and Change Setup Code Reset and Change Setup Code provid e YOl
——— device ID
e your
e employer fc
e setupin
AuthentiCa
QWERTYU! OFP — beforeyou
A S DFGHUJKL CanusethE
+* Z X C VB NM ﬁ N
= = FirstData mobile
@ o ' application
1. Once downloaded, 2. Next, obtain your 3. Click See Device 4. Write down your Device ID
ater the Setup Code device ID. Click Identifier from the as shown on the screen and
~rovided to you by Settings at the menu options. provide it to your Employer
Palco, for Arkansas the bottom right of the who will register you in
code is ARKANSASPRD login screen. Authenticare.

WWW.PALCOFIRST.COM PALCO AUTHENTICARE USER GUIDE AR| PAGE



Login to Authenticare

FirstData.

After setup, login to the app using

your Authenticare ID provided by

your employer and the Password
established by your employer.

nployees- Clocking In

Enler Last Neme or Enter Client id

Imonica
1 Lookup

LMONICA, MONICA
103 MONICA 8T
HOT SERINGE, AR 7161

You have o sppaintments.

New Chack-in

LMONICA, MONICA
Location Nak Auailable

1. Click on "New 2. Choose the Rarticipant
Check-In" fro.n? the list of
participants. If the
participant is not found,
click "Lookup Client" and
follow the steps.

WWW.PALCOFIRST.COM

Resetting your Password

To reset your password,
click on "Forgot
Password?" from the
main login screen and
follow the steps to reset
and set a new password.

AGENCY ATTENDANT CARE MONICA LMONICA

101 MONCA ST
HOT EPRINGS, AR 71913
PEASONAL CARE 21 AND OVER Authorized

000:000-0000

IN HOME RESPITE

Service

PERSONAL CARE UNDER 21

3.Click on "Service"
and select the service
you are providing for
that shift. You should
only choose services the

Participant is

4. Click on "Submit
Check-In" and click
"OK" onthe
confirmation page.

authorized for.
PALCO AUTHENTICARE USER GUIDE AR| PAGE



Employees- Clocking Out

MONICA LMONICA

101 MOMCA 3T
HOT SPRINGS, AR 71013

000-000-0000

Service

Activities

Bathing / Grodming

Dressing / Undressing

Tolleting

Mobility

MONICA LMONICA

101 MONCA 6T
HOT SPRINGS, AR 71913

- <

Service

AGENCY AVTEHDANT CARE

Activitias.

@ Actust Checkin

@ Actusl Checkin 990 om

Notes

Notex

Lénmdry | Housekeeping

Mansgement of Meds | Traatments

Skip Attestation Skip Aturatation

| ; el 4, The next step is to complete the
1. Atth d of the shift, YA ctivitiac! 3. Check off the activities
. een €s .I 2. Select "Activities © ©ac Client Attestation. If the client is
login to the app again and that were completed . . . .
| "Pending Check duri he shift and click available click "Continue to Client
select "Pending Check- uring the shift and clic Attestation" and hand the device t¢
Out" "Done"

the Participant. If they are not, you c
skip the attestation.

Suceass -
34787415,

Locaton 92265001

Chock-OutTime . %:01am

workes Mours

5.0n the Client Confirmation 6. Next, they should sign 7. After clicking continue,
page, the Participant should  their name with their finger ~ the Check-out Success
review and check off each and select "Done". Then, screen will display.

item to verify accuracy,then  hand the phone back to the

click "Continue" caregiver.

Approving and Submitting Time

All employers must be registered in Authenticare to review and approve time. During Enroliment, the Support
Coordinator will issue the employer credentials that will be used to log in. At the end of every pay period, the

mployer must login to review the recorded EVV time and submit it to Palco before the published timesheet
deadline. If this does not happen timely, payment cannot be issued. Please speak with your Support Coordinator if
you have questions or concerns.

WWW.PALCOFIRST.COM PALCO AUTHENTICARE USER GUIDE AR PAGE



General Questions

What happens if there is a mistake
with the time entry?

The employer will have the ability to
manually edit time in Authenticare. The
Authenticare for EVV Employer Manual
outlines the instructions to make a manual
entry or how to adjust time entered. This
should only be used as a special exception—
and not as a regular practice.

When is the GPS information
collected and how is it used?

GPS coordinates are collected only
during the Check-in and Check-out
process to capture location as part of
the mandate. They are not collected at
any other point of the visit.

Can the EVV solution be used in

rural areas?
[m————=—— ——————— ———— - _—

The EVV Solution is designed to work
across the state. The mobile
application will work without cellular
service and can upload information
when service is restored or
connected to WiFi.

What should I do if | need more help or
do not understand how to use the
mobile app?

p—eass L. == = = e — = ————

You can attend one of the many
trainings Palco is offering or contact
our customer service team for support.
You can also speak with your Support
Coordinator. Contact us or visit our
website for more information.

Other Questions? Contact Palco!

Phone: 1-866-710-0456

Fax: 501-821-0045

Email: info@palcofirst.com

Mail: Palco, Inc.
P.O.Box 242930
Little Rock, AR 72223



SELF-DIRECTION ) B/
v DPALO

Before recruiting, you must know what you want your workers to do. You must consider +*
performed and the knowledge and skills a person needs to have in order to be able tos
sample job description is included at the end of this section. Finding the right workat '
time depends on your needs and how well you have planned. Use all the resour
about whether you want to use friends or family members. Using people you kriae
egasier, but it can also be tough on your relationships. Recruiting can be divided intc

WRITING A JOB
' DESCRIPTION

A well-written job description will help you : iy L P
screen and interview people. it will help you Yy o AT "lB A D y ;

make sure that your potential attendants are ej S Dotion :--& ' Y P

comfortable with all aspects of the job. Listin the ' ting 'l?he: ‘€ vecomes the foundatior
job description the skills and experience you A \-Nho : Y Purppse of a job listing is
want attendants to have. State other capabilities Phat you need re both qualified and interested
you want in caregivers, such as physical | W out peoplee vgﬁne. A well-written listing can
strength, cooking skills, etc. T SaVeL b time up front © do not fit your needs and

_Conside. aati
_ tive ways to post your job ad and attrget

,N TE R v, E ” . ) ' :tjsed' CaL:c!idates. Location ideas include
Q U E s _” o N s e 7] - Pitals, job service centers, socigl med'ia,

locac licati
B Ions and new. .
nce you have some res word of spapers, bulletin b
ponses to your job'\ . of mouth with famil . oards and
want to choose people to interview, lnteJrvie | Sl

be face-to-face meetings : |

;ZZ:ayow home, coniic:iuerg « o N CHECKIN G
urant or library. Y . ' | \

family member rr!:ienfiupr::s -4 / 4 REFE RENC ES

advance ur ~ask and br.

so they & “get a good understar

"are questions in
che job description
1 of the position.

If you wish to proceed with an applicant you've
interviewed, you will need to check their references.
To check references, call the people listed as
references and ask about the applicant
Some good questions you might ask are:

e How do you know the applicant and for how
long have you known them?
Have they worked for you previously and when®
What are the applicant’s strengths?
What are the applicant’s weaknesses?
Would they rehire this person?

- you'd like to hire gs
L e individual know you
| Orner for the job and restate
:{r:t the job Pays. Be sure to have them complete
o :ec:ssk:ry pahperwork as required by Palco and
| Ow the start date will be set

+ave an official good-to-go from Palco Tresue

Whenyou a "
you are readl_.!l'lco move f‘orward with the enrollment process, contact Palco and an Enrollment Coordinator
will connect with you to make the process as easy and seamless as possible!




JOB DESCR PTION

o Sample

DUTIES: The person in this position will assist ;
with activities of daily living. The employerisa B, Be observant, mo#:
25-year-old man who has a physical disability, starting and pay att.
lives in his own apartment and uses a

wheelchair. Specific activities include assistance ¢, Do not leave work unfir. a
with bathing, dressing, personal hygiene, lse to do. Do what
toileting (includes bowel and bladder care), e

eating, transferring to and from the wheelchair,
taking medications and range-of-motion
exercises. The position also involves meal
preparation, housekeeping, shopping, laundry
and other household chores. The position <
requires a valid Arkansas driver's license, as e
attendant will drive the employer's ad¢d®
occasionally '

gt Laring food and after using the
Jllet, including when you assist the
“wnloyer

MALARY. 311.25 per hour

BENEFITS: This position does not include
paid vacation, paid sick time or health

" insurance, but covers workers'
compensation.

attendant services in the h¢
a disability is helpful.

A. Be dependa. ° 2
agreed-upon ti
1l.Ifyouneedtoi

: HOURS: Two hours a day in the early
_ : 4 of48 hours notlce for morning, typically 6 to 8 a.m. and som
4 o ployertol «<eotherarrangements. weekend hours

/ 3.Ifyou are unable t. ‘2 on time, call as soon as

OTHER REQUIREMENTS: The person J
‘ve more than one-half hour selected must submitto a criminal
ne ahead to find out if it is history check, APS and CPS check. = {

6.Be able to work independently

The employer wants to trust you to do your work
unsupervised. This means the employer does not
want to have to be with you every minute




SELF-DIRECTI

N
| @W\gw/\ 6’“’{’ e

EMPLOYEE MANAGMENT

As the legal employer of record of your workers, you are responsible for recruiting, hir’
evaluating and firing, when necessary, the workers that provide your self-directed#
Below are some general tips and guidelines for being a good employer. Develos
you be a good employer and retain employees for a long time. In addition, b. oy
help keep your employer tax rate tow and provide you more usable money s

SCHEDULING

As the employer, you are responsible for scheduling
your workers in accordance with your cash
expenditure plan and approved services. Think about
the times of day you prefer tasks to be completed
and how you like your day to flow. For example, if
you enjoy showering in the evening and you need
assistance with that task, you should schedute your
workers to come that time of day. To prevent over
spending, you should have a set schedule for ever:
worker that aligns with your approved service hot.

for the two week period. A

PERFORMANCE¢
REVIEWS & N

PerFormance reviews are an important Part N
ensuring your workers hdd = Bingful emplo
Performance reviews prov. :vai PoUrS

feedback with opportunities _.. r . .:_ nd C 0 R R E CT l V E
el ACTION

As with any employment arrangement, you should be
evaluating and coaching your workers as issues arrive.
This process includes tracking absences, late arrivals
and no callfno shows. You should track these items in
the workers employee file with dates and details of
the occurrences. If a issue persists
after coaching has been provided,
you may need to develop a
corrective action plan that lays ou
steps to correct the behavior and
consequences if it is not remedied.
The plan should be clearly written
timelines for when the issues must be
corrected by. It should be signedby ==
both the employer and worker,and |/
stored in the employee's file.

DFPALCO

' ady knows you,
| o ~<ney may require
v your spec  “eds. However, i?‘you l:iiz
o vho dt?esn’t K..OW you, training is
v . alin makmg Sure you receive the necessary
- orts. Yog arein coptrol. of training workers on
| r.needs, likes and dislikes. In addition to general
< 19, you should tailor your training to match
~description. If your workers are going to be
X for each other, you will need to train each
o al'l of your needs. Other topics you should
<« asider tr.aining oninclude: orientation to your -~
horne, equipment, blood bourne pathogens, HIPAA,
lifting and moving, and fraud. ' '

;I;)l::e up wi aregories youy _ e to eval
s v;:-ir:'l Py donona:  :dule for which
dou wi -t with them. It is recc. mended to revie
tneirp’  ormance gt.! Srime ear. "

SATION &
:Jnfortunqtely, atsome nd |, you may have to
erm i ~ good i
- el[;rc:te 3 weg good idea to follow some
guide €8 auring uier employment, which will make
doeCQSIer whﬁn you need to let them go. Make sure to
ument the verbal warnings about

docur out issues you h

(? with them and develop a file of any corrzctiveqve

,aon‘ plans you have developed to provide the
coaching and support. "
;\slsoon as yc'>u terminate a worker, you should let
Palco know right away! This ensures Palco does not
Issue paychecks to them after they are fired

AQ CEVCE DY




SELF-DIRECTION

CASH EXPENDITURE PLANS

i d on
The Participant's self-directed budget is authorized by the Department g: Humar.:i:,rxlcr erv:;lcse)sb:rs: o
i i L number of hours approved for services. s

a daily dollar amount for services and a tota ¥ Sl

jvided i i Attendant Care. You should spea 'y |
divided into two categories - Personal Care and : '

i i ds, and why. Palco can ¢© paytor se %

bout what services you qualify for, based on your neeas, - v '
gre approved in the plan by DHS. To help Employers manage thc::nr plqn and stu_ h|T1 thelr 4 g:;c:\
hours and funds, your Palco Support Coordinator will assist you in laying out a Ca.. e £

e

Partidpant Name: Jane Doe _ Palco. 212345

Mediaid D: 291212 ((AEmployerTaxRe. s iy, dgeten Dawen” 1/02( 3

Total Budget for all Services (biweeldy total): ¢~ J.OO@

Budget ff'ar Pr ! Afte:da - 14 DAY Period
_@" “;_ b B s s n " /E ;Hours Cost of Hours
Personal Care Service: ! & 100 = 11.3; 36 $ 409 .46
Attendant Care Service: $ 1 Sg L‘;_‘ w_gj ]_4—__;:;« “:gi 3 285.38

| remt s 694.85C)

@ F~uloyer Tax Rate. s perceniu, . represents the total amount Palco must
. ‘naddition to the. kers hourly wage for required employer taxes.

® B. et Effe. ~*e: This Is the date DHS has determined your budget
car.art. P~ L carn. .y for any services before this date.

-\ Tota,  uget for all Services: This is the total budget your are allocated for2
N~/ weeks days). Paico cannot pay for any services beyond this dollar amount.

loye. ‘ourly Rate: This is the amount of pay your worker will be paid. You,
_/ as. legai employer of record, establish this rate using the Rate of Pay form.

@ Re Plus Tax: This is the total amount your employee costs your budget for
La 1y hour worked. It is their hourly rate plus your employer tax rate.

/ I._.\\ Hours: This is the total number of hours approved in your plan of care by your
DHS Nurse. Palco cannot pay for any services that exceed your approved hours.

% G Total: Once all the fields are input, this will populate the total cost of services for a
two week period. This amount must be less than your total budget for all services (C).



SELF-DIRECTION

OTHER GOODS

se
You have the option to use your funds to pufcr::ha
other goods and services, which aU..ow gouaml
_decrease your.need for human assmtanc:wewitms
increase your independence. Tgplgqllg, 1;.: bees > frerne
ing basis and mus
are set up on a recurri
the period for which they are allocated.

i e
Some examples of these goods mcludj hom
modifications, medical equipment, an
communication devices.

STAYING IN

BUDGET

“~ mentioned above, Palco cannot pay for services the
-eed the approved authorized amount. This includes

funds for services as well as hours. ife heet is
submitted or a request made that is be, a.
approved amount, Palco will do validatior. rejec.

this request and not issue payment. As the le_
employer of record, you m:+~* ensure your work.  vre
paid for all time worked PR 4 Federal laws
you schedule your worker . “ond u, ~ved budg.
and Palco cannot pay, the re nsibilitis . =10
the worker is the responsibilitc  “the ployer. 1.
prevent this, w~=~~ommend yc sdule your
workers 2" Ly, and monito. ur spending and
utilizatie egularly.

.

You have the option to *side some’ your funds to
save up for a more expens. 00d service ifapr e¢
by your DHS Nurse. This.can v, catedinthe” ,ings
section of the Case Expenditure Youmy: asure
this amount. combined withyourtov e’ gre
services . a0t exceed your total bua_ .amount.
Palco will co.. “+he allocated "savings' amount and
assistith the p. ant/purchase’ | 'the approved

c Lur. once .. avings b .nce has reached the
alamoun  seded.

REVIEWING |

 UTILIZATION |

Palco provides self-directing emploger:oa::seizi 1;(:) .
several reports in the Connef:t system -
with monitoring and managing you utl izatior

real time. You can view pay stubs, repo

i i ith
' at will assist you wi
summaries th o ks

spending :
tfacking all of your spending and.al!ow o
a decrease or change if you are nskna\g ze " ors
i i tion on the
tilization. For more informa .
:r:d help with accessing them, speak with your

Support Coordinator.



OVERVIEW

st states billions of dollars every year, divertiz that
health care services. Not only do fraudules = nd abusive
without adding value - they increase r* L ciharm

nsibility to protect again’

Fraud, abuse and waste in Medicaid co
could otherwise be used for legitimate
practices increase the cost of Medicaid
to patients who are exposed. Itis everyone's respo

suspected instances of fraud waste and abuse. LY
For more iﬁf‘cﬁd’tibﬁ'https://www.ncsLorg/research/health/medicaidffruud- :

Medicaid fraud occurs when you provide false or
untruthful information to claim medical
reimbursements, such as false timesheets. Some
examples of fraudulent timesheets include
requesting payment for time not worked, forging
another’s signature to the timesheet, or coercing
another into giving them part of the payment
from Palco even though that person did not work.

+he hours.

| . of services, or

a b
toturseesl:su. yie -€ssary costs. Waste
A “_sumption or expenditure
quate return. For example: Providin
that are not medically necessary ?

'k

*aud, instances of waste should be reported

ot be tolerated.

505), the

SR ABUSE

Arkansas law (Ark Code Ann. §20-7752

Act Anti-Kickback Provision (42 usSc
7b(b)) all have separate reporting requ.. :
wher\ you suspect fraud, aste, gnd abu N ~ 'Sometimes a worker, family member, or friend may
public funfls: Each of e mpose PET step over the line and become disrespectful or even
for committing the a E abusive to you. If you feel uncomfortable around a
worker, family member, or friend because of
disrespectful treatment, or if you observe someone
taking advantage of you or mistreating you, let
someone know about the situation immediately.

in Arkansas, abusing a dependent adult, an elderly
person, or d child is a crime punishable by law. Criminal
abuse of individuals includes physical or sexual abuse,
financial abuse, neglect, and psychological abuse or
intimidation. If you are being subjected to any form of
abuse, report the situation immediately:

Adult Protective Services at 1-800-482-8049
Child Abuse Hotline at 1-800-484-5964
Emergency Responders at 911

Palco at 877-753-0999 or 501-604-9936

AR SD58 Program- Companion Guitl



SELF_DlR%;CDR\OOQ?lW D PAI_CO

.?YD %Y&U/V\

OVERVIENW

By agreeing to participate in the Long Term Care program, the Participant/Repres
abide by the program rules and regulations in addition to all State and Federal |
the program. Participation in the program may be terminated by the Depa
Services if rules are not followed. Your Palco Support Coordinator will helg?

__and ensure you are following them. Below are some common topics of Issu

HOSPITALIZATIONS

if the Participant enters the hospital or an
institution of any kind, self-directed services must
stop. Palco cannot pay for any services rendered
when a participant is hospitalized. If a time is
submitted to Palco during a hospitalization, Palco
is required to make a fraud report to the State. In

4
ATION
\ . it you are i Ummunication wi
.. Sy ation with
? Supptiisordif or and DHS Nurs
- services, ' © and
/ | _ebeen authorized for. if
a8 out service. for 30 days you may fa;:e

. 4 ermination fr
addition, the Participant/Representative, as the (45 Smmunicate y 0:31 :h: program. Always

eds and ensure you

are

legal employer of record may be respons . Following the '
the wages owed to their worker. R . N d ps':r%'i-:em QUI?ellnes to keep your
k S s in place.

BOUNDARIES

- itis extremely importantina self-directed program

RULES ON
HIRING CAREGIE Ny

v
The Department of Humaf.Lrﬁ[vices W
manages the self-directed py rang
rules on v ‘ﬁ_’jg’i"hg a paid ca
J¢ _annotoe hired asp'
e T/ jarethe spouse of the K icipant
LR .. _ . )
o 1 :Participagd " Miheir e, unless
.and narriage
ney or SSI payee
\tative or signer

" that everyone understands their role and the

limitations of that role. As the Participant/
Representative you are responsible for directing and
managing your services and supports. While it is nice to
have the help of family and friends, it is important you
do not let them interfere or fulfill your duties. For
example, a worker cannot call Palco on your behalf
and get information about your budget or other
workers pay. It is important that your Palco Support
Coordinator be able to reach YOU, the Rarticipant/
Representative, to haves By conversagions and relay
information so they camjelisure Yyou QISHIRS harge and
understand your role

AR SDSB Program- Companion Guit




CESSING REPORTS IN THE I:) A L( :( ]
CONNECT PORT

Types of Connect Reports:

In addition to being Palco's time entry system, the Connect Portal also provides .iuable reports

for supporting the journey of self-directed services and supports. Two of thr  reatures - -e

Spending Summaries and Payment Details. Both of these reportscanbe «  ssed by! gingin
_to the ConnectPortal:-https://connect.palcofirst.com/.

Spending Summaries provides quick information to help you easily track your utili.  "on.

Payment Detail provides both the employer and employees with. =ss to pay stuk information
and history.

Spending

Spending details are available only to themploy.  Te® _cess, login to Connect and select
"Spending" from the tool barinthetopr. . fthes. =n.

SiGN OUT

Once on the spending screen,you c.. =nter ti..  atails for the date span you would like see.

If you are an emplo, ~for..  ‘~le partici. *s, choose

the participanty wantt: . “=atjon for.
~
\ Enter the start and end date for the span you would
PARTICIPANT- Ja 'Doe v like to see, you can focus on one specific month or pu.
/ your entire certification period if you want to see mor
SEr _> FROM: 20152020 info.

SERVICE DATES T 'ROUGH " 04/30/2020 Under "Allocation Type" you can select either Funds

Y which will display dollars or Units/Hours to display the
b

ALLOCATION TYPE:  Funds number of hours used.

Once you have set up all of your search criteria, hit
Submit.

WWW.PALCOFIRST.COM PALCO CONNECT REPORTS| PAG|



Spending- continued

Once you click Submit, the details will display.

PA LCO HOME % TMEENTRY  PAYMENTS 7 SPENOING % SIGN QU1
Period Spending
PARTICIPANT: Josefo vaiverde W
SERVCEDATES FROM: 561012031 Starting Allocation will display
SERVICE DATES THROUGH:  06/30/202° yo ur fu I I mon th I}/ b u dget amoun t.

ALLOCATION TYPE:  Funds v

PERIOD: 2021-05-25 - 2021-06-07
R PAYROLL

5512502 Agtandant Cave Service
Date Of Service Amount
Prior To 2021-06-01 -60.26
2021-06-02 €057
TI101947F Personal Care Service
Dare Of Service Amount
Prior To 2021-06-01 171,16,
2021-06-01 PR
2021-05-03
2021-06-04 .08
20210607 Can2g
I { p ﬁ Remalning: 42.92
a ¢ | ‘ Utilized: 93.73%
The bottom bar will display the total amc aent an.  Jl amount remaining for the month.

You will also see the percer. 5 ‘the bu.  “that was utilized.

If you spent more thar-aur allocatea 'Jdge\ > bar will display red. Example:

Remaining: -206.87
Utilized: 102.72%

Ifyouwanttosee .. “>monthsor urentire certification period, enter those dates and
multiple months wi. lisplay. "= bottum of the results you will see a section called Period
Totals. This sectionv. 'to* "up alic. the months within your search criteria and give you a
overa’.  hotofsp .ing.

Y : ! Total Allocation: 1556.94
55128 Trtezt ___.a’arvlce

Total Spant -ZAZ07

T1019U3 Personal Care Service

Toral Spent:  -711.08
Total Remaining: 603.82
Total Utilized:

WWW.PALCOFIRST.COM PALCO CONNECT REPORTS| PAG



Payments

_—_ e ——aamaae——————————eaee——

Payment details are avaliable to both the Employer and the Employees. To access, login to
~annect and select "Payments" from the tool bar in the top right of the screen.

TIME ENTRY

HOME

PAYMEMNTS

» ShaN OUT

Once on the payment screen there are many options and things you can ~

Select the time frame for what

b 1d like ¢ Ifyou are anemp,  rwithr .ple
S stubs you would like 1o see )
7 - -employees, youcu 2" .the—
employee you wish.  ee.
Payments \ pioyee you w
Choose the History from: tast90Days v For: Jane Doe
black triangle T AT PAID TO Check No: 8417
on the left to June 8, 2020 $1432.96 Jane Doe view 2 3
expand the pay /’ ) PAYMENT ISSUED  NEF TOTAL PAID TO e 7602
stub you would May 22, 2020 $1232.96  Doe ew stub
like to see more
) > PAYMENT ISSUED NETTOTAL PAIDTC Check No: 7183
details on May 8, 2020 $1432.96 sar, view stb
(shown below). 3
N PAYMENT ISSUED NETTOTAL % > Check No: 6609
April 23, 2020 $1432.06 = Doe view stub
> PAYMENT IS . NETTOTAL P+ TO Check No: 6178
April 8, 2020 296 fane Do view stub
> PAYMENT ISSUED  TTOTAL  NT. Check No: 5811
March 23, 2020 > 26 . 2 Doe view stub
Paymei By clicking on t
History for: JOE v from: Last90days ~ blue "View Stul
W PAYMENTI. 3D NETTOTAL PAID TO Check No: 7025634 link, a pop u
- 2021 $327.45 JANE DOE viewswo | will open witt
W inthe - .
_ | DESCRIP1 THIS PAYROLL YEAR TO DATE full stub detai,
exp. EARNINY and ability tc
dlsp{ay MOre | ,iend care $117.50 $1444,57 print.
details on tt .l Care Services $345.26 $4213.88
payment can be $462.76 $5658.45
seen DEDUCTIONS -$135.31 -$1520.68
NET PAY l$327.45 B

Questions? Contact Palco! Phone: 1-866-710-0456 ; Email: info@palcofirst.com
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EXTRA TOOLS

PAYMENT STUB COMPANION GUIDE
HELATH CARE EMERGENCY CARD TEMPLATE
BACKUP CARE QUICK DECISION TREE



derstandi
Znﬁisﬁelp SI?’aystu b PA I-CO |

Example Stub:

This section provides th«  .me and ID
number for the lega!" .ployer of re= d.

N\
Employee Name

Street address
City, State Zipcode

Jane Doe
123 South Street
Big City, US, 82134

—

(A
. This section provides . fate p= entwas
@ issued, a deposit number -+ :asa
reference point and the tota.  ~osit amoy
©
|7

Descrirtion is the Service Code n.. ;7
Deduc. - are the tax deduction typ.

"\ -
A;‘ Employer 065801 John Smith i Y ;
Employee 1B Employee Name S5 =7 Pay. Date ' Tires  posit Amount
1S .
 0BS895 Jane Doe _ — I 3 1 eve $95.6
- rd R r 4 o i B 4 a - . r 4 R
(Ej Description | ), ServiceDates [ E.° participa. W E& vk G | waed IH jvivs payeok, | | Year to Date
EARNINGS ) i T g 1
COASS 2 ‘ 5933 | 18,5000 $107.31 $187.15
[ $107.91 S187.15
TAX DEDUCTIONS
Sotial Security | {$6.69) ($11.60)
Midicare {$1.56) ($2.71)
CO OPT Derver ($4.00)
. 1$12.25) ($22.31)
NET DEPOSIT | i $164.84

A=
Service atesit .epay, odworked during this paystub dates.
Participan.  »resents the person or people who the work is being

ra=ided fo.

Hours he tutal number of hours performed for the corresponding service
—  codec e left.

(@ R~ the hourly wage the employee is receiving.
=

This Payroll is the totals from all Earnings, Deductions, and Deposits for the
current payroll

/ | Year to Date is the Total from all Earnings, Deductions, and Deposits for
the current year.

Need More Help? Contact Customer Support toll free.



ojupjuelrodw] 1810

utdo| zapnduron) piomsseJ [Tewry SSOIPPY [TBWH
apodsseJ [TeWadI0A T 9po)) Yoo auoyJ
xeq suoydg Teardsoy T WeNUBWISAYJ ATRWILL]
adA[, poorg
i SOL3IA[[Y Sni(g
c% > aw
€
- N R . N
— . T
saSvso(] puv suoydiiasaid Sn.. SUOLIPUO)) UIIPIAN
1081U0)) # O¢ T[eoueansuj Auedwo)soueansuy
T euoyJ Aou1077y JO X0moJ o[qean(y
uosiod 03 diysuorye[ay o T j0RjUG, , AouoSTowy] awe 1oBjuo)) Lousgdroury

ow¥  .0jeurpioo)) jroddng

9S¥0-012-998-| jroddng rsurosn) oo[eJ

(1L Preotpoly NSS

# OSUSOTT SISATI(] / / aye(T Yaarg

| g ouoyg I duoyg
ﬁ mw@.ﬁ@@<
oweN




SELF-DIRECTION

CALL 911 FOR
EMERGENCY HELP
IMMEDIATELY AND
WAIT FOR HELP TO

ARRIVE

LL THE
NEXT

BACKUP

CAREGIVER

NAME:

PHONE:
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PO Box 242930

D Little Rock, AR 72223

' Toll Free 866.710.0456
Online:

Post Training Assessment
This post training assessment will be administered by your Support Coordinator following your initial
training to verify your understanding of key concepts and gauge your readiness to perform the employer
related functions within the self-directed programs. You must pass with a 75% or higher score to be
approved as a self-directing employer.

1. As a self-directing Employer, you are responsible for which of the following activities?

A_Acting as the legal employer of B. Recruiting, scheduling, hiring, and
record. managing caregivers of choice.
C. Managing all aspects of the self- D. All of the above

directed budget.

2. Who is responsible for providing reassessments of your care needs?

A. Palco Support Broker B. Case Manager
C. Department of Human Services D. All of the above

3. My caregivers are required to use Electronic Visit Verification (EVV) to record their shifts.
A. True B. False

4. Who should you contact if you/the Participant is hospitalized?
A. Palco B. Case Manager
C. Neighbor D. Either Aor B

5. The Participants legal guardian or spouse cannot be a paid caregiver on this program.
A. True B. False

6. A Participant cannot live in the home owned/rented by the Worker unless they are related
by blood or marriage
A. True B. False

7. Abuse includes the following:
A. Abandonment B. Sexual Abuse
C. Financial Exploitation D. All of the above

8. If any type of abuse happens to you, you can report it immediately to:
A. Palco Support Broker B. Police Department
C. Case Manager D. All of the above




PALCO

9. Suspected fraud should be reported to the Department of Human Services immediately.
A. True B. False

10. What number can be dialed to receive access to health and human services information?
A. 911 B. 211
C. 1-855-372-1084 D. 555

11. The following information should be kept up to date and on hand as part of your health
care emergency Kkit:

A. Preferred physician and hospital B. Medication Management Plan
information
C. Emergency Contact Information D. All of the above

12. My backup plan for caregiver support should be reviewed and updated minimally at least

once per
A. Month B. Year
C. Quarter D. Never

13. If the Participant is out of the home for more than 30 days, they can be disenrolled from
the program.
A. True B. False

14. In this service model (F/EA) the Participant or their designated representative is the legal
employer of record.
A.True B. False

15. Who is responsible for providing payments and end of year tax statements to your
workers?

A. Palco B. Case Manager

C. State of Arkansas D. All of the above

16. What is an example of fraud?
A. Making a mistake on your B. Forging a signature on a timesheet
timesheet
C. Turning in paperwork late D. None of the above
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17. What does the self-directed budget pay for?

A. Personal Care/Attendant Care B. Employer Taxes
Employee Wages
C. Other approved goods/services D. All of the above

18. If the Participant is admitted to the hospital, caregivers can still be paid for the services
—theyprovide.
A. True B. False

19. If a budget is 14 days, how many pay periods in a year?
A. 26 B.12
C.24 D. 52

20. Budget savings can be used to purchase only items pre-approved by DHS that assist the
Participant to be more independent and rely less on human assistance.
A.True B. False

| have received and reviewed the information provided by Palco to help certify me and educate
me on my role as a self-directing employer on the self-directed program. | understand it is my
responsibility to follow the program rules and policies set by the State as well as all labor laws.

Employer Name (please print)

Signature of Employer Date

Signature of Support Broker Date




PO Box 242930
D Little Rock, AR 72223
Toll Free 866.710.0456

Online:

Post Certification Evaluation
This evaluation is a confidential document that can be used to rate your experience working with Palco
and your process of getting enrolled in the self-directed program.

How would you rate the knowledge of the Palco Support Broker you worked with?

5. Excellent 4. Above Average 3. Average 2. Poor 1. Very Poor

How would you rate the tools provided to you by your Palco Support Broker?

5. Excellent 4. Above Average 3. Average 2. Poor 1. Very Poor

How would you rate your Support Brokers preparedness for your employer training /
certification visit?

5. Excellent 4. Above Average 3. Average 2. Poor 1. Very Poor

How would you rate your Support Brokers ability to explain complex topics and answer
your questions?

5. Excellent 4. Above Average 3. Average 2. Poor 1. Very Poor

How would you rate the ease of your first payroll with Palco and first month as a
employer in self-direction?

5. Excellent 4. Above Average 3. Average 2. Poor 1. Very Poor

How would you rate your confidence with understanding what is expected of you and
what your responsibilities are as an employer?

5. Excellent 4. Above Average 3. Average 2. Poor 1. Very Poor

Are there any outstanding questions or topics you would like more training on? (include
your name below for follow up from Palco)

Other Comments:

Optional:

Employers Name & Palco ID (please print) Date
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Version History

Version History

Version | Date Author Description of Changes

1.1 9/1/2016 JL Creation of Disaster Recovery Plan

1.2 10/1/2019 MB Updated with system architecture
enhancements

1.3 10/1/2022 MB Reviewed and updated Cloud Services

Disaster Recovery Procedures
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Disaster Recovery

Disaster Recovery

Overview

Palco developed this disaster recovery plan (DRP) to be used in the event of a significant disruption to
business workflow. The goal of this plan is to outline the key recovery steps to be performed during
and after a disruption to return to normal operations as soon as possible.

Scope

The scope of this DRP document addresses technical recovery only in the event of a significant
disruption.

This disaster recovery plan provides:
Guidelines for determining plan activation

Technical response flow and recovery strategy
Guidelines for recovery procedures

References to key Business Continuity Plans and technical dependencies (see Appendix A for
more information)

Rollback procedures that will be implemented to return to standard operating state

Checklists outlining considerations for escalation, incident management, and plan activation

The specific objectives of this disaster recovery plan are to:

Immediately mobilize a core group of leaders to assess the technical ramifications of a
situation

Set technical priorities for the recovery team during the recovery period
Minimize the impact of the disruption to the impacted features and business groups
Stage the restoration of operations to full processing capabilities

Enable rollback operations once the disruption has been resolved if determined appropriate
by the recovery team
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Disaster Recovery Strategies

The overall DR strategy of Palco is summarized in the tables below and documented in more detail in
the supporting sections.

- Significant Dependency
(Internal or External)
Disruption Options

Data Center Disruption™ Significant network or

other issues

Options

Failover to alteraate Data Center Reraute core functions ta backup /

alternate provider

Reroute operations to backup
processing unit / service {load

Reroute core processes ta another batancing. caching)

Data Center (without full failover)
Participale in recovery strategies

i as available
Operate at a deprecated service

level

Wait '()l setvice to be H“»I()H‘-l

Wait for the restoration of service, communicate with corg
Tak provide communication as nesded stakeholdoers as peeded
e achor to stakeholders
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Current Disaster Recovery Procedures

A disaster recovery event can be broken out into three phases, the response, the resumption, and the
restoration. These phases are also managed in parallel with any corresponding business continuity
recovery procedures summarized in the business continuity plan.

Response Phase: The immediate actions following a significant event.

*0n call personnel contacted
eDecision made around recovery strategies to be taken
oFull recovery team activated

Resumption Phase: Activities necessary to resume services after team has

been notified.

*Recovery procedures implemented
sCoordination with other departments executed as needed

Restoration Phase: Tasks taken tao restore service to previous levels.

sRollback procedures implemented
*Operations restored

Response Phase

The following are the activities, parties, and items necessary for a DR response in this phase. Please
note these procedures are the same regardless of the triggering event (e.g. whether caused by a
Data Center disruption or other scenario).

Response Phase Recovery Procedures - All DR Event Scenarios

Issue communicated / escalated
e Priority set

Responsible Individual
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Identify the team DR 15 Selection of core team members required for
members needed for TEAM |minutes [restoration phase from among the following
recovery groups:

e Operations
Establish a communication|DR 60 Alternate / backup communication tools:
path to-coordinate next [TEAM  |minutesjemail,communicator
steps or Ops
Communicate the specific DR 30 e Documentation / tracking of timelines
recovery roles and TEAM  minutes and next decisions
determine which recovery e Creation of disaster recovery event
strategy will be pursued. command center as needed

Resumption Phase
During the resumption phase, the steps taken to enable recovery will vary based on the type of issue.
The procedures for each recovery scenario are summarized below.

Data Center Recovery

Initiate Failover DR TEAM |10 e Restoration procedures identified
minutes e Risks assessed for each procedure
e Coordination points between groups
defined

e Issue communication process and

Complete Failover DR TEAM |1 hour max. | e Recovery steps executed, including
handoffs between key dependencies

Test Recovery DR TEAM 30 e Tests assigned and performed
minutes ¢ Results summarized and
communicated to group

Failover deemed DR TEAM |5 minutes e Final evaluation
successful

Coordination of recovery actions is crucial. A timeline is necessary to manage recovery between
different groups and layers to reroute critical processes to an alternate site and operate at the level
required to sustain operations.
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Restoration Phase
During the restoration phase, the steps taken to enable recovery will vary based on the type of issue.
In preparation for such an event, the following tasks are completed on a daily basis:

a. All server data and software programming files are backed up daily and are stored
off-site for a period of 30 days.

b. All software program disks are stored off-site.

When current software is upgraded, or new software is installed, a backup of any pertinent data are
stored at a secure external site. Thus, current and archived files are stored externally in a secure
location. All software program disks are stored off-site. Off-site computers are loaded with utilized
software. In the event of disaster, off-site computers are activated, data is restored, and business
continues with little interruption. In this sense, Palco, Inc. maintains a secondary site for immediate
use should a disaster occur to ensure the following:

e Ability to return to operation without interruption of data (RPO is less than 24 hours).

* Ability to return to operation using appropriate software that is completely updated as of
the previous day’s work.

e Timely return to operation and production (RTO within 24 hours).

e Capability of the secondary site to meet all the standards required by Palco, Inc. to ensure
efficient production of key tasks.

All computers stored off-site are protected by password and other operational integrity mechanisms
to ensure proper authorization has been granted for access to computer files. Each employee has a
unique identification and password to enter computer workstations and software. Each employee’s

security level determines their access to computer files.

The procedures for each recovery scenario are summarized below.
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Data Center Recovery
Full Data Center Restoration

Step Owner Duration  Components
Determine whether DR TEAM | 15 min— | e Restoration procedures determined
failover to primary 2 hours
“Data Center will be
pursued
Primary data DR TEAM | 2 hours e Recovery by operationalizing the
center restored secondary site. Equipment is powered on.

Any backups restored. Critical personnel is
given credentials to begin operations.

Complete Failback DR Team | 2 hours o Failback steps executed, including handoffs
between key dependencies
Test Failback DR Team | 30 o Tests assigned and performed
minutes | e Results summarized and communicated to
group
e Issues (if any) communicated to group
Determine whether DR TEAM | 15 e Declaration of successful failback and
failback was minutes communication to stakeholder group.
successful e Disaster recovery procedures closed.

Results summarized, postmortem
performed, and DRP updated (as needed).

Cloud Services Disaster Recovery Procedures

Disaster recovery process for Palco’s cloud services.

e (Case Management

e Timesheet Entry Admin

e Financial Management

e Timesheet Entry Mobile Client

rack communication and e Operations

status with the core recovery
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Send out frequent updates DR TEAM |As needed
to core stakeholders with the
status.

Inform other teams about DR TEAM |As needed e Customer Service
technical-dependencies ——Response
e Internal Operations

The steps required for Palco to implement GCP cloud failover are as follows:

Full Zone Outage
Contact GCP representative for zone status.

Update GCP-based infrastructure with nearest available zone.
Ensure automatic restoration of service connectivity.

After zone becomes available perform zone regression outside normal work hours.

Platform Managed Services Outage
Check console for system status.

Contact GCP representative to report service outage.

Work with GCP on resolution. (if zonal issue follow Full Zonal Outage steps to mitigate)

Compute Instance Outage
Identify compute instance(s) affected.

Determine type of failure.

Restart or re-deploy

Cloud SQL Outage
Check console for system status.

Check for successful automatic failover.
Contact GCP representative to report service outage. Work with GCP team on resolution.
Perform manual failover if necessary.

Point-in-time restore from backup — if all other options exhausted.
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Business Continuity Plan

Business Continuity Plan

This plan describes Palco, Inc.’s ability to respond to, work through, and recover from any type of
disaster. It includes definitions, as well as processes and procedures that must be followed to ensure

_successful, efficient, and timely disaster recovery. Each member of senior management and the DRP
team has a copy of this plan. The plan is also posted on Palco servers for staff access.

Disasters take many forms and vary in severity. They can be the result of a natural or manmade
occurrence. A disaster refers to anything that affects Palco’s ability to carry out its normal functions
and responsibilities; however, it is the severity of the occurrence that determines when and if Palco
activates its business continuity plan (BCP). If a disaster occurs, members of Palco’s team will assess
the situation and determine if the plan should be activated.

In the event of a disaster, Palco’s No.1 priority is preventing the loss of life. Before any secondary
measures are taken, Palco will ensure that all employees and other affected individuals are safe and
secure. After safety is ensured, Palco will activate the BCP to bring all functions back to normal
functioning as quickly as possible. This includes, but may not be limited to:
* Preventing the loss of the organization’s resources, such as hardware, data, and physical IT
assets.
e Minimizing downtime related to IT.
Minimizing downtime of the call center.
e Keeping the business running in the event of a disaster.

Palco’s plan takes the following areas into consideration:
o Network infrastructure

Cloud infrastructure

Telephone systems

Data storage and backup systems

Organizational software systems

Database systems

IT documentation

The BCP has been established to ensure that, in the event of a disaster or crisis, personnel will have a
clear understanding of who should be contacted.

Each BCP team member is assigned a specific task. The roles and responsibilities of each DRP team member are

describe below and are subject to change, based on the type and severity of the disaster. Team members may
be asked to perform additional tasks not described in this section.
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The Primary Team Leader is responsible for making all decisions related to the disaster recovery efforts. The
primary role is to guide the disaster recovery process and other members of the team in their specific roles. All
team members will report to the team leader. The team leader’s responsibilities include, but are not limited to:

—Contacting thedisaster recoveryteam per-the call-tree:

Determining that a disaster has occurred, as well as assessing its magnitude.
Setting the plan and related processes into motion.

Determining what systems and processes have been affected by the disaster.

Determining what first steps need to be taken by the disaster recovery teams.

Being the single point of contact for and overseeing the disaster recovery team.

Organizing and chairing regular meetings of the team throughout the disaster.

Evaluating the state of the disaster continuously and the decisions that need to be made.
Organizing, supervising, and managing all tests and author all updates.

Organizing quarterly meetings of the disaster recovery team to review the plan.

Keeping the disaster recovery team on track with pre-determined expectations and goals.
Ensuring that all decisions made abide by the plan and policies set by Palco.

Making decisions that will impact the company. This can include decisions concerning rebuilding of
primary facilities and data centers, investing, and upgrading in significant hardware and software
infrastructure, and making other financial and business decisions.

Assessing legal issues related to the disaster.

Communicating with business partners throughout the disaster recovery process.

Ensuring that the secondary site is fully functional and secure.

The Backup Team Leader is charged with the following tasks:

Being a secondary point of contact for the disaster recovery team should the Primary Team Leader be
unavailable.

Keeping a record of money spent during the disaster recovery process.

Ensuring there is sufficient cash on hand or accessible to deal with small-scale expenses caused by the
disaster.

Ensuring sufficient resources are available or accessible to deal with large-scale expenses caused by
the disaster.

Reviewing and approving disaster team members’ spending.

Communicating with banking partners to obtain any materials, such as checks, bank books, etc. that
may need to be replaced as a result of the disaster.

Working with an insurance company in the event of damage, destruction, or losses to any assets
owned by Palco and initiating claims and working with carriers to resolve matters concerning the
disaster.

Ensuring that appropriate resources are provisioned to rebuild or repair the main facilities in the event
that they are destroyed or damaged.

The Backup Team Leader will assume the role of the Primary Team Leader and ali responsibilities thereunder in
case the Primary Team Leader is unable to lead.
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Because Palco’s No. 1 priority is preventing loss of life and ensuring the safety of its employees, the Human
Resources member of the disaster recovery team is crucial. The Human Resources member’s responsibilities
include, but are not limited to:

e Maintaining a list of all employees, their contact information and emergency contact information
electronically and off-site.

-s——Contacting all Palco staff, including the management team; to-notify-them-that the BCP has been
activated.

Communicating with the team leader throughout the activation stage.

Maintaining communication with employees to constantly relay messages from the team leader.
Notifying an employee’s emergency contact in any case of an employee injury or other incapacitation
of the employee.

Conducting an employee headcount, ensuring that all staff is accounted for and uninjured,
immediately after the disaster occurs and at various checkpoints throughout the disaster recovery plan
activation and operational restoration processes.
e Ensuring that payroll occurs and that employees are paid as normal, where possible.

The Communications team member will be responsible for all communication during a disaster. This includes
communication with state agencies, other organizations, and even the media, if required. These responsibilities
include, but are not limited to:

¢ Communicating the occurrence of a disaster and its impact to authorities, state agencies, company
partners, internal parties, clients, and other interested parties.

e Communicating the occurrence of a disaster and the impact of that disaster to media contacts, if
required.

e Coordinating with the Team Leader and other team members on appropriate messaging, as needed.

o Notifying the relevant parties once the disaster is over and normal business functionality has been
restored.

The Director of Communications will coordinate with the media, working according to guidelines that have
been previously approved and issued for dealing with post disaster communications. Only the Director of
Communications and her appointed media team is permitted direct contact with the media.

The operations role of the disaster recovery team will determine what steps need to be taken to get the
organization back to business as usual. This includes ensuring all aspects of a secondary site meets Palco policy
and are maintained appropriately and, providing employees with the tools they need to perform their roles as
quickly and efficiently as possible.

The operations team will be tasked with the following:

» Keeping the operational roles of disaster recovery team on track with pre-determined expectations
and goals.
e Getting the secondary site ready to restore business operations.
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Ensuring that all departments are running seamlessly as soon as possible.

Determining what resources are needed, including personnel resources, to achieve operational
objectives.

Creating a detailed report of all the steps undertaken in the disaster recovery process.

Maintaining lists of all essential supplies that will be required in the event of a disaster and ensuring
that these supplies are provisioned appropriately in the event of a disaster.

e —Maintaining-alog of where all-of the supplies and equipment are used.

Communicating with partners throughout the operational restoration process.

Ensuring that all decisions made abide by the BCP and policies set by Palco.

Working with the team leader and information technology and communications team members on
understanding the magnitude of the disaster.

Implementing Palco’s policies for setting up a temporary call center and other operational
departments at a secondary location.

Training employees on how to carry out essential functions in a secondary site, as well as on what
information to provide parties who are inquiring about the disaster recovery and Palco’s response.
Executing Palco’s communication plan as developed by the communications team and the Primary
Team Leader.

Each operational department director is required to maintain regular contact with the operations team leader
during the recovering process. Each director will have expanded roles for ensuring that the operations are
continued as required by our contracts and ongoing business operations. Directors must ensure that staff is
able to carry out essential functions as efficiently as possible during recovery. They may delegate non-critical
roles to key staff members on their team with the operational team leader’s approval.
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Operational Departments Roles and Responsibilities

Financial Services Care Coordination Customer Support

e Communicate with ® Securing requisite ¢ Publishing emergency

financial institutions department specific phone numbers for
— ~e COmmunicate with—— supplies, suchas® ~———-thecall center -

relevant taxing and program manuals, * Working with the
other authorities forms, and other communications staff

e Securing requisite training materials, to develop a script or
department Speciﬁc from the primary outline of information
suppliesl such as site to be released to
forms, checks, and callers
deposit slips

Technology is the backbone of Palco’s operations. During a disaster, the information technology
disaster recovery team member is responsible for evaluating all IT related systems, assessing damage
and creating a plan for recovery. The role will be primarily responsible for providing baseline
network and server functionality and may assist other team members as required. The information
technology member’s responsibilities include, but are not limited to:
e Assessing damage specific to any network infrastructure.
e Communicating the findings with the team leader and working with the team leader to
develop the most efficient course of action.
» Provisioning data and voice network connectivity, including any telephone connections
internally and externally.
e Prioritizing the recovery of all IT services in the manner and order that has the least impact
on the business, if multiple IT services are impacted.
e Communicating and coordinating with any third parties to ensure recovery of connectivity.
e Migrating IT operations to an alternate site, if required, and ensuring that services are
operational in the secondary site.
e Installing and implementing any tools, hardware, software, and systems required, and
ensuring that servers are kept up-to-date in a secondary site.
* Installing and implementing any tools, hardware, software, and systems required in the
primary site.
* Determining which servers or other IT tools are not working properly at the primary site, if
the disaster does not require migration to a secondary site.
* Ensuring that all servers, hardware, software, and other IT tools meet Palco’s IT policies.
» Ensuring sufficient spare computers and laptops are on hand so that work is not significantly
disrupted in a disaster.
¢ Ensuring that spare computers and laptops have the required software and patches.
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» Ensuring sufficient computer and laptop related supplies such as cables, wireless cards,
laptop locks, printers, and other hardware are on hand so that work is not significantly
disrupted in a disaster.

e Ensuring that all employees that require access to a computer and other related supplies are
provisioned in an appropriate timeframe. If insufficient computers or related supplies are not
available, the team will prioritize distribution in the manner and order that has the least
business impact.

Regardless of the category that the disaster falls into, dealing with a disaster can be broken down
into the following steps:
1. Disaster identification/declaration and plan activation
Staff headcount
Communicating the disaster and BCP
Assessment of current damage and prevention of further damage
Secondary site activation
Establish IT operations
Establish primary operations

NouswnN

When a disaster strikes, the BCP team leader evaluates the type, scope, and magnitude of the
disaster, and communicates this information to other members of the disaster recovery team. The
team leader has the explicit authority to activate the BCP and to what extent the plan is activated.

Once the Team Leader has determined that a disaster had occurred, he or she must officially declare
that the company is in an official state of disaster. It's critical during the disaster recovery and
business recovery activities that all affected persons and organizations are kept properly informed.
Information given to all parties must be accurate and timely. Any estimate of the timing to return to
normal working operations should be announced with care. All communication regarding the
disaster and Palco’s BCP will be provided by the communications team. All such communications
should be recorded. Initial communication during the activation process will adhere to the following
call tree. At this phase, communications will flow in the first branch (green). Instructions will be
given as to when communications should flow to subsequent branches (purple and teal).

Procedures have been addressed to ensure that communication can be quickly established while
activating disaster recovery. However, during the recovery process, certain team members must work
together to carry out their designated tasks. The plan relies on key members of management and
staff to achieve a smooth technology and business recovery.‘

All teams will be required to create an initial report on the damage and provide this to the Disaster
Recovery Lead within a timeframe set by the team lead of the initial disaster. During each team'’s
review of their relevant areas, they must assess any areas where further damage can be prevented
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and take the necessary means to protect company assets. Any necessary repairs or preventative
measures must be taken to protect the facilities; these costs must first be approved by the Disaster
Recovery Team Lead. The team will assemble to discuss the disaster and next steps to prevent further
damage to systems.

The assessment and prevention plan will take on the following course:
~ 1. Assessment of impacted systems.

Determination of the extent of the damage to the system.

Ranking of importance by criticality to business practices.

Determine recovery measures to get the impacted systems back to operational status.
Assignment of team members to recovery of impacted systems.

Determine other resources needed for recovery of impacted systems.

Determine the scheduled time to ensure that the impacted system becomes operational at
maximum capacity.

NowuhswnN
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Resources will first be allocated to items identified as high priority, then to medium priority, and
then to low priority. At the conclusion of the meeting, outstanding items for each team member will
be addressed before allowing the staff to begin their BCP tasks. During the meeting, actions will be
documented using the format in the grid below.

To ensure that Palco, Inc. can withstand a significant disaster, the company has set up a separate,
dedicated secondary site. The secondary site will be formally activated when the Team Leader
determines that the nature of the disaster is such that the primary site is no longer sufficiently
functional or operational to sustain normal business operations.
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Once this determination has been made, the IT and Operations Teams will be commissioned to bring
the secondary site to functional status after which the Team Lead will convene a meeting of the
various BCP members at the secondary site to assess next steps and ensure that everyone
understands appropriate tasks.

Once the BCP is activated, the disaster recovery team leader will establish the scope and severity of
the disaster, as well as timeframes for how long the recovery site will be used.

During secondary site activation, the IT team will need to ensure that their responsibilities are carried
out quickly and efficiently so as not to negatively impact the other teams. The disaster recovery
team, along with the information technology department and all operational departments, will utilize
the secondary site until Palco’s primary site can be re-established.

Palco, Inc. maintains a cold storage backup for immediate use should a disaster occur to ensure the
following:
e Ability to return to operation without interruption of data.
e Ability to return to operation using appropriate software that is completely updated as of the
previous day’s work.
e Timely return to operation and production.

All computers stored off-site are protected by password and other operational integrity mechanisms
to ensure proper authorization has been granted for access to computer files. Each employee has a
unique identification and password to enter computer workstations and software. Each employee’s
security level determines their access to computer files.

Once IT operations have resumed, normal business operations may be restored effectively. However,
the commencement of restoring business operations should not wait for restoration of IT operations.
Instead, activities should occur simultaneously.

The team leaders shall prepare an initial assessment of the impact of the incident on the financial
affairs of the company. The assessment should include loss of financial documents, revenue, check
books, credit cards, cash, equipment, furniture, and fixtures. Banking partners are notified
immediately should any critical items be missing. The immediate financial needs of the company
must be also addressed. In particular, the following are reviewed:

e Cash flow position.

e Temporary borrowing capability.

e Upcoming payments for taxes, payroll, etc.

e Availability of company credit cards to pay for supplies and services required post-disaster.
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This team will be responsible for ensuring that all finances are dealt with in an appropriate and
timely manner. The team will ensure that there is money available for necessary expenses that may
result from a disaster as well as expenses from normal day-to-day business functions. Finances shall
be managed closely during the disaster. Any spending needed to continue business operations are
documented.

As part of the company’s disaster recovery and business continuity strategies several insurance
policies have been put in place. These include general liability and business interruption insurance.
When necessary, insurance carriers will be notified, and the claims process will commence.

The company internal counsel and outside counsel will jointly review the aftermath of the incident
and decide whether there may be legal actions resuiting from the event; in particular, the possibility
of claims by or against the company.

During the disaster, a regular cadence of meetings will be established. During these meetings, all
parties will discuss actions taken thus far and the status of progress on the BCP, including time to
full recovery. In addition, the communications team will provide the staff with relevant messaging.
All key events that occur during the disaster recovery phase must be recorded. An event log shall be
maintained by the disaster recovery Team Leader. This event log should be started at the
commencement of the emergency and a copy of the log passed on to other team members once the
initial dangers have been controlled. Relevant team members must log all key events until such time
as responsibility is handed over to other parties. A log template is shown below.

Business Continuity and m%mn Documentation

Recovery erson (s) ':omp_iletion Date Milestones Other Relevant
Tasks |Responsible  [Estimated  Actual Identified Information
(Order of Priority

1.

3.

4.

5.

6.

7

*Note: A priority sequence must be identified although, where possible, activities will be carried out
simultaneously.

On completion of the disaster recovery response the Team Leader will prepare a report on the
activities undertaken. The report should contain information on the emergency, who was notified
and when, action taken by members of the BCP team together with outcomes arising from those
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actions. The report will also contain an assessment of the impact to normal business operations. A
disaster recovery report will be prepared by the Team Leader on completion of the initial disaster
recovery response. In addition to the business recovery team leader, the report will be distributed to
senior management. It shall include the following items:

¢ A description of the emergency or incident

« Those people notified of the emergency (including dates)

e Action taken by members of the disaster recovery team

¢ Outcomes arising from actions taken

* An assessment of the impact to normal business operations

» Assessment of the effectiveness of the DRP and lessons learned
» Lessons learned

Palco, Inc.’s management team reviews the Business Continuity Plan quarterly, at a minimum, and
makes any necessary revisions. Similarly, members of the disaster recovery team meet quarterly to
review and discuss the processes outlined in the BCP; the team also makes suggestions to Palco
management for any needed modifications at this time.

Palco conducts periodic testing and updating of the Plan for electronic and hard copy files to ensure
plan effectiveness. The plan is tested through the following activities:

1. Walkthroughs. Team members verbally go through the specific steps as documented in the
plan to confirm effectiveness, identify gaps, bottlenecks, or other weaknesses. This test
provides the opportunity to review a plan with a larger subset of people, allowing the project
manager to draw upon a correspondingly increased pool of knowledge and experiences. Staff
should be familiar with procedures, equipment, and offsite facilities (if required).

2. Simulations. A disaster is simulated so normal operations will not be interrupted. Hardware,
software, personnel, communications, procedures, supplies and forms, documentation,
transportation, utilities, and alternate site processing should be thoroughly tested in a
simulation test. However, validated checklists can provide a reasonable level of assurance for
many of these scenarios. Analyze the output of the previous tests carefully before the
proposed simulation to ensure the lessons learned during the previous phases of the cycle
have been applied. At least yearly, Palco staff participates in disaster recovery plan exercises,
including an evacuation drill of the main facility.

3. Parallel Testing. A parallel test can be performed in conjunction with the checklist test or
simulation test. Under this scenario, historical transactions, such as the prior business day's
transactions are processed against preceding day's backup files at the contingency
processing site or hot site. All reports produced at the alternate site for the current business
date should agree with those reports produced at the alternate processing site.
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4. FEull-Interruption Testing. A full interruption test activates the total BCP/DRP. The test is
likely to be costly and could disrupt normal operations, and therefore should be approached
with caution. The importance of due diligence with respect to previous BCP/DRP phases

cannot be overstated.

In the exercises, participants evaluate what needs to be improved and how the improvements can be

implemented. The exercises ensure that emergency teams are familiar with their assignments and,
more importantly, are confident in their capabilities.

Compliance

We comply with NIST Special Publication 800-34 Rev. 1 - Contingency Planning Guide for Federal
Information Systems and NIST SP 800-66 R1, October 2008 - An Introductory Resource Guide for
Implementing the Health Insurance Portability and Accountability Act (HIPAA) Security Rule and the
following requirements of the HIPAA Security Rule Standards and Implementation specifications:

Contingency Plan 45 CFR § 164.308(a)(7)(i)

Data Backup Plan 45 CFR § 164.308(a)(7)(ii)(A)

Disaster Recovery Plan 45 CFR§ 164.308(a)(7)(ii)(B)
Emergency Mode Operation Plan 45 CFR § 164.308(a)(7)(ii)(C)
Testing and Revision Procedures 45 CFR § 164.308(a)(7)(ii)}(D)
Applications and Data Criticality Analysis § 164.308(a)(7)(ii)(E)
Facility Access Controls 45 CFR § 164.310(a)(1)

Contingency Operations 45 CFR § 164.310(a)(2)(i)

Device and Media Controls 45 CFR § 164.310(d)(1)

Data Backup and Storage 45 CFR § 164.310(d)(2)(iv)

Access Control 45 CFR § 164.312(a)(1)

Emergency Access Procedure 45 CFR §164.312(a)(2)(ii)
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PALCO STAFF
RESUMES



Alicia defines Palco's vision of
success, sets the overall company
direction and ensures that all
operations meet the company's
mission and objectives. For over
15 years she has established the
efficiencies to help older adults and
thosewith anintellectual or physical
disability remain in their homes
and communities. As a company
strategist, she provides a steady
hand in the overall direction of the

pany, including offering new
.lices and adjusting processes
to accommodate industry changes.
Alicia is an attorney and a CPA
with a Master’'s in Business
Administration. In private
practice, she specialized in tax,
employment law, and Medicaid.
As such, she lends her legal and
accounting backgrounds to ensure
contract and legal compliance in all
areas of company functions.

ADDRESS
PO Box 242930
Little Rock, AR 72223

SO

EXPERIENCE

January 2014-Present
Chief Executive Officer « Palco

Presents information about self-direction to stakeholders and provides advocacy
for self-direction nationally.

Coordinates contracts with government and agencies.

Effectively aligns and manages the priorities of the executive management team
and their departments.

Leads and contributes to the development, execution, and achievement of the
company’s overall growth strategy.

Builds, cultivates, and manages a customer centric philosophy throughout the
organization.

Responsible for the strategic direction to include positioning the company as a

nationally recognized provider in the Fiscal/Employer Agent industry.

January 2009-December 2013
Chief Financial Officer, Internal Counsel ¢ Palco

Designed operational procedures, including design and implementation of QA/
Ql functions and maintenance of Policies & Procedures Manuals.

Established the accounting infrastructure to support the unique nature of self-
direction within the Generally Accepted Accounting Principles framework.
Established core internal controls in the payroll and billing functions of the
Financial Services area.

Compiles financial and reconciliatory reports for interested parties.

Researched various tax and labor issues related to self-direction, including tax
case law, and developed strategies and procedures to implement the findings
into core business practices.

Ensured that the most appropriate financial and non-financial results were being
correctly measured and reported to the board of directors.

PHONE January 2009-June 2009
501.604.9936 Tax Law Advocate « University of Arkansas Income Tax Clinic

+ Worked with low-income taxpayers on resolving tax disputes with the IRS and
the Arkansas Department of Revenue.

* Negotiated and established Officers in Compromise, penalty abatements, tax
payment plans, and other restructuring for clients who live in poverty.

* Obtained Private Letter Rulings on complicated tax matters.

*» Maintained a successful track record of reversals of adverse decisions and action:

WEBSITE on low-income tax payers.

palcofirst.com

EMAIL
alicia@palcofirst.com




July 2008-June 2009
Tax Law Clerk/Assistant « Hyden, Miron & Foster, L.L.P.

» Prepared individual, estate, and trust income tax returns on behalf of clients.

+ Researched various complex tax, estate and probate issues and communicated
findings via legal briefs.

» Served as chief clerk to firm's Tax Legal team.

* Prepared letters to clients and intercompany memoranda regarding various
matters based on legal analysis, such as corporate and estate structures based o
current Tax Code.

* Performed accounting function for various estates and trusts..

May 2006-July 2008
Public Accountant/Accounting Manager ¢ Paladino & Company, P.A.

* Prepared individual, corporate (e.g., Corporations, Partnerships, LLCs, sole
proprietor), estate, and gift federal and state income tax returns and estimated
payments.

» Counseled clients on establishing corporations, legal entities and their structurs,
and how to establish tax accounts with federal and state agencies.

+ Maintained general ledgers for various entities, including large local and nationa
businesses, including recording transactions and adjusting entries.

 Produced compiled financial statements and statements of cash flows to clients
on a monthly basis.

* Set up chart of accounts for companies.

* Reconciled bank accounts on a monthly basis on behalf of various businesses.

+ Performed all payroll and independent contractor payment functions for dozens
of businesses.

 Prepared and filed IRS Forms 941, 940, W-2, W-3, 1099, and 1096, as well as stat:
income tax, unemployment, and franchise tax filings.

» Worked with various tax and labor agencies on resolving client issues with the
IRS or with State tax or labor authorities.

May 2004-May 2006
Accountant/Tax Preparer « Jerry Palmer, CPA, L.L.C.

* Prepared individual and corporate income taxes and consulted with clients.

* Maintained general ledgers for various entities, including non-profit
organizations and various local and national businesses, including recording
transactions and adjusting entries.

» Set up chart of accounts for companies.

* Reconciled bank accounts on a monthly basis on behalf of various businesses.

+ Performed all payroll and independent contractor payment functions for dozens
of businesses.

* Filed IRS Forms 941, 940, W-2, W-3, 1099, and 1096, as well as state income tax
and unemployment tax filings.

* Prepared client billing and compiled period budgets.

» Performed various functions as a member of the audit team, including designing
audit programs and generating audit workpapers.




EDUCATION

University of Arkansas, Little Rock, AR
Juris Doctorate, December 2009

University of Arkansas, Little Rock, AR
Masters in Business Administration, Magna Cum Laude, July 2009

Louisiana State University, Baton Rouge, LA
Bachelor of Science in Accounting, May 2006

PROFESSIONAL LICENSURE

= Admitted to Arkansas State Bar, April 2010
» Certified Public Accountant, May 2011

MEMBERSHIPS

» Arkansas Bar Association
e American Institute of Public Accountants
+ Arkansas Society of Certified Public Accountants

PUBLICATIONS

* Arkansas Real Estate Review, Arkansas Bar Association Case Abstract for City of
Dardanelle v. City of Russellville in vol. 1, no. 2, Fall 2008

» Arkansas Real Estate Review, Arkansas Bar Association Case Abstract for Riddle v
Udoj in vol. 1, no. 1, Spring 2008



BIO

Larry is a CPA with forty years in both
public and private accounting. He
is responsible for the preparation
of corporate financial records and
tests internal controls over program
operations.  There are  quiet
architecturalleadersineveryindustry
who selflessly offer their expertise.
Before there were structured Self-

Directed programs, Associations and
MCOs’ small business owners helped
shape the foundation and direction of

‘icaid programs. In 1990, Larry's

insight into accounting practices
and his moral compass provided the
foundation of financial bumpers to the
FMS framework. Today Palco relies on
Larry daily, for accounting expertise, for
leadership, and overall guidance. He
provides all oversight of the financial
and reconciliatory functions of program
operations and ensures that financial
aspects of program operations are fully
funded and handled responsibly.

ADDRESS
PO Box 242930
Little Rock, AR 72223

PHONE
501.604.9936

EMAIL
larry@palcofirst.com

WEBSITE
palcofirst.com

1}

EXPERIENCE

January 2003-Present
Chief Financial Officer ¢ Palco

* Performed all accounting and tax duties associated with self-directed programs
for over 4,500 individuals.

* Devises and tracks key budget and financial metrics for executive team to run
business and Board to monitor execution and progress against targets.

» Directs financial business of the company, including ensuring accurate and timel
preparation of financial statements with supporting documentation.

» Formulates and presents business review packages, including financial,
performance measures, strategic budgeting, core metrics and cost drivers.

* Responsible for tax planning, facilitating tax preparation and ensuring timely
preparation of tax returns.

* Ensures maintenance of General Ledger transactions, reviewing journal entries
and accruals necessary to accurately reflect company activities.

January 1995-Present
President « Paladino & Company, P.A.

» Directly responsible for over 200 clients.

+ Day-to-day operations include supervising an accounting firm dealing with
all aspects of corporate and individual tax, financial statement preparation,
budgeting, payroll, and all other related accounting areas.

November 1989-December 1994
Senior Accountant « Lovett & Foster, Ltd.

* Responsible for corporate and individual income tax preparation.

* Prepared financial reports.
 Worked with clients on a one-to-one basis regularly.

EDUCATION

University of Arkansas, Little Rock, AR
Bachelor of Science in Accounting, 1974



PROFESSIONAL LICENSURE

« Certified Public Accountant

MEMBERSHIPS

« American Institute of Public Accountants
* Arkansas Society of Certified Public Accountants



-~ EXPERIENCE

Mark  delivers the leadership,
management, and vision necessary to
ensure thatthe companyhas the proper
operational controls, administrative
and reporting procedures, and people
systems in place to effectively grow the

2014-Present
Chief Operating Officer » Palco

* Manages the operational controls, administrative and reporting procedures of
the company.
» Ensures financial strength and operational efficiency.

organization and to provide ﬁn_ancial + Qversees the transitions and program implementation plans.
strength and operational efficiency. » Oversees other departments such as marketing, IT, account managers, and more
Mark joined Palco with over 30 years of

Information Technology service delivery
and management experience, along 2010-2014

with 10 years of Legislative experience. State Representative « State of Arkansas
‘re appreciative of Mark’s extensive

Collaborates with third-party organizations for strategic partnerships.

as a Vice President of Industry « Served on Committee on Insurance and Commerce, Committee on Public Health
Solution at Qracle and SAP along with and Committee on Revenue and Taxation.
his days as a Legislator as a member of * Sponsor of legislation to set up Healthcare Private Option in Arkansas. An
the Arkansas House of Representatives. innovative approach to expanding Medicaid population into the private sector.
His expertise  with complex * Lead sponsor on legislation to establish not-for-profit state insurance exchange.

organizations and large-scale projects

continues to inform our choices at 2006-2010

Palco today. For this program, Mark will Vice President « SAP_Walldorf

ensure that the transition and program

implementation plan is followed prior * Responsible for industry leadership and management in the development, desigi

to the operational start date. and deployment of healthcare solutions, including industry requirements, partne
strategy, and go-to-market plans.

» Served as the industry business unit's senior healthcare executive, driving all sale

ADDRESS enablement and marketing programs, strategy, customer programs, thought

PO Box 242930 leadership, press and analyst activities.

Little Rock, AR 72223
2006-2010

Vice President « Oracle Corporation — Reston, VA
PHONE

501.604.9936 » Responsible for the strategic health initiatives and the expansion of the Oracle
vertical model to the US Health Market

» Managed a team of healthcare professionals in support of all Oracle healthcare

EMAIL strategies and sales support activities for application and technology products.

mark@palcofirst.com

WEBSITE
palcofirst.com




EDUCATION

University of Arkansas
Bachelor of Science in Finance, 19817

MEMBERSHIPS

» American College of Healthcare Executives
* Healthcare Financial Management Association
+ Healthcare Information Management Systems Society

» Center for Healthcare Information Management Executive



Jeff  oversees the network
administration, help desk and support
operations, development, testing,
and integration, and IT strategy of
the corporation. He lends his years
of expertise to ensuring that Palco
is at the forefront of technological
advances in the health care industry.
His department is responsible for
maintaining our infrastructure to
support our ftransactions, provide
disaster recovery, protect confidential
gmrmation, and deploy and maintain
@ Palco solutions. Prior to joining
Palco, Jeff led a team of developers
in the design and development of
Medicaid biling software for an
international company who is a leader

in software development. Jeff was also
a member of a development team
and network team responsible for
supporting Walmart stores.

ADDRESS
PO Box 242930
Little Rock, AR 72223

PHONE
501.604.9936

EMAIL
jeff@palcofirst.com

WEBSITE
palcofirst.com

| JEFF LEIS :

EXPERIENCE

2010-Present
Chief Technology Officer ¢ Palco

* Designed and built MS SQL SERVER database for accounting firm.

» Created custom XAML/WPF VB.NET program (PalPro) which uses custom SQL
database for full payroll, reporting, and change tracking purposes.

+ Designed and implemented digital fax filing software to allow for paperless
record management system.

* Maintain design and functionality of company website (www.palcofirst.com).

» Directed architecture and integration of current cloud-based software platform
and infrastructure.

= Worked with third-party vendors to achieve seamless transfer of data between
large database systems.

+ Developed cloud-based databases and schema to support tracking of critical
data points over time.

+ Streamlined claim billing processes to reduce overhead, complexity, and time to
completion.

» Ensured internal processes are kept up-to-date with the most current and
applicable technologies.

+ Automated internal processes to increase productivity and accuracy.

2010-2011
Software Developer « MedEvolve

« Delphi programmer assisted with the development of retail medical billing and
scheduling software.

+ Maintained SQL database scripts for numerous programming requirements.

* Assisted individual clients with support and reporting needs.

2007-2010
HelpDesk Technician/Programmer « Benchmark Group

+ Designed & wrote software using Visual Studio 2008, VB.NET, C#, & C++.
» Wrote technical manuals to assist with daily functions.
* Updated MS Office VBA scripts to new VB.NET add-in format for various software titles



2006-2007
Sound/Lighting Director/Web Design « Digital World Productions

 Operated and installed sound and lighting equipment for concerts and other
large media events across the region.
+ Expanded company website and enhanced functionality using Flash, HTML, and

variety of other design software.

* Involved with the proper functioning and maintenance of multiple sound and
lighting setups, including the use of specialized computer software and hardwar
configurations.

EDUCATION

University Arkansas
Bachelor of Arts in Computer Science, 2007

PROFESSIONAL EXPERIENCE

* Experienced with network infrastructure and hardware to support a business’
growing technical needs.




Victoria is a health policy professional
with 10 years of Medicaid policy and
programmatic experience including
4 years of experience with home and
community based programs and self-
direction programs. She has served
in both the public and private sector,
in a variety of leadership, operations
management, and research and policy
development roles. She eamned a
Doctorate in Public Health Leadership
from the University of Arkansas far

ical Sciences’ Fay W. Boozman
e of Public Health in 2012. Her

FMS experience includes stakeholder

engagement, client relations,
operations management, program
development and implementation.

ADDRESS
PO Box 242930
Little Rock, AR 72223

PHONE
501.604.9936

EMAIL
victoria.evans
@palcofirst.com

WEBSITE
palcofirst.com

~ EXPERIENCE

2020-Present
Senior Director of Client Engagement « Palco

Provide leadership, project management, and writing support for all business
units, supporting various state Medicaid and Veterans Administration contacts.
Serve as the primary technical writer for contract deliverables and internal
business partner needs including operations manuals, policies and procedures,
and new solicitations and proposals.

Serve in a leadership capacity for stakeholder engagement, client relations,
operations management, and program development and implementation.
Manage resources, schedules, and financials of full project life cycle.
Management of issues, risks and project change requests to ensure successful
and on-time project delivery.

Contribute to process improvement initiatives on improving project delivery.
Manage a porifolio of complex initiatives that span one or multiple lines of business.

2019-2020
Director of Policy & Research, Govt. Programs * eQHealth Solutions

Provided leadership, project management, and writing support for the
Government Programs unit supporting various state Medicaid contracts.

Served as the primary technical writer for contract deliverables and internal
business partner needs including operations manuals, policies and procedures,
and new solicitations and proposals.

Initiated a pipeline of work, meeting self-imposed and contractual deadlines timely

2017-2019
Deputy Director « Arkansas Dept. of Human Services ~ Division of
Provider Services & Quality Assurance

Served in a leadership capacity, providing direction and administrative oversight
in the day-to-day operations of the Office of Long-Term care, Community
Services Licensure and Certification section and the Quality Assurance, Provider
Engagement, and Workforce section within DPSQA.

Provided professional-level support the DPSQA Director, through strategic
planning, analysis, technical writing, and communication with internal and
external stakeholders.

Assisted the DPSQA Director with assessing and monitoring division needs

and priorities to include reviewing current processes to reduce duplication and
manual processes and create greater automation and efficiency.



EDUCATION

University Arkansas for Medical Sciences, Little Rock, AR
Doctor of Public Health in Public Health Leadership, 2012

University Arkansas for Medical Sciences, Little Rock, AR
Master of Public Health, Epidemiology, 2005

University of Central Arkansas, Conway, AR
Bachelor of Science, Medical Sociology, 2002

PROFESSIONAL SERVICE

* Applied Self Direction Policy Workgroup (member, 2022)

+ Applied Self Direction FMS Membership Steering Committee (member, 2020-
2021)

» American Public Health Association — Maternal & Child Health Section (reviewer,
2009-2015)

* Undergraduate Education for Public Health Summit (reviewer, 2013-2015)

+ Editorial board for the Above the Line Project Journal (2013-2015)

MEMBERSHIPS

« Delta Omega Honorary Society in Public Health, Beta Delta chapter (inducted
May 2011)
» Alpha Kappa Delta National Sociology Honor Society (inducted May 2002)

PUBLICATION

+ Cardenas VM, Evans VL, Balamurugan A, Faramawi MF, Delongchamp RR,
Wheeler, JG. (2016). Use of electronic nicotine delivery systems and recent
initiation of smaking by US children. International Journal of Public Health.
Advance online publication. doi: 10.1007/s00038-015-0783-7.



Toni manages the call center and
other functions related to client
communications.  She  routinely
performs quality assurance measures
to monitor our service level, taking care
to exceed industry standards for caller
hold times, speed-to-answer metrics,
and handle/resolution times. Her staff
performs a variety of activities, such
as receiving inbound calls, conducting
eligibility pre-screening for applicants
interested In program enrollment,
‘ng outbound calls, and providing
r support activities.

ADDRESS
PO Box 242930
Little Rock, AR 72223

PHONE
501.604.9936

EMAIL
toni.rose
@palcofirst.com

WEBSITE
palcofirst.com

| Toni Rosk e

EXPERIENCE

2018-Present
Director of Customer Service ¢ Palco

* Responsible for call center operations including call center performance and
account manager effectiveness.

» Track ongoing call volume and work levels within the call center.

* Create detailed improvement plans, policies, and protocols.

Ensure PHI/HIPAA guidelines are followed.

2007-2018
Manager « Cardinal Health

» Responsible for team of 28 customer service representatives that supported &
serviced Veteran Affairs Government & Department of Defense accounts.

» Accountable for fostering continuous improvement and cultivating a culture
where everyone's job is to improve their job.

* Demonstrated aptitude for calculated risk taking & bias of action over theory.

« Created an Enterprise Support Services team which took a consultative approach t
identify areas of opportunity through projects that enhanced service experiences.

« Delivered results on foundation needs; meeting service level and delivering
excellent quality.

2005-2007
Insurance Agent « Colonial Supplemental Insurance

* Opened and enrolled 9+ companies.
» Maintained, traveled, and sold business to State of Arkansas employees.
* Exceeded first year sales to over $100,000, tier-5 sales level goal.

2004-2005
Branch Manager « Kelly Educational Services, Inc.

» Managed the office and staff in day-to-day activities.
+ Trained and developed substitute teachers.



1989-2004
Payroll Supervisor « ALLTEL Corporation, Inc.

» Supervised and lead Service Center helpdesk for accounting applications.

» Developed written processes and negotiated to resolve procedural issues with
other groups.

* Analyzed and reported statistical data that reflected performance.

* Arranged and facilitated system training.

* Problem solved and troubleshot ticket issues.

__EDUCATION

Rockhurst University Continuing Education Center, Inc.
2007-2013

University Arkansas at Little Rock, Little Rock, AR
Majoring in Business/Accounting, 1992-1994

Pulaski Vo-Tech, Little Rock, AR
1988-1989

ACHIEVEMENTS

* Lead and Orchestrated the Palco Call Center through multiple implementations
of EVV in 2021.

* Recipient of the Customer Service Site Excellence in Customer Service Award in
2009,

* Implemented and supervised a new team of agents for the National
Rehabilitation Business (Select Medical $51.1M and HealthSouth $15.7M).

* Process Steering Committee Leader for the Service Center 2012/2014.

+ Certified in Lean Six Transformation Training.

* Healthy Lifestyles Site Champion. Organized and implemented an onsite Fitness
within 70,000 square foot facility.

* Implemented the Call Center from a CISCO Platform to the GOTO Platform in
2021.



Paula has been with Palco for 2 years
and brings over 26 years of experience
in Medicaid Billing. Paula is extremely
knowledgeable in processing cdlaims
and medical authorizations. As a
Program Specialist/Claims Examiner
for the Montana Department of Health
and Human Services, she assisted with
developing and coordinating a multi-
state steam on a new Claims Module
RFP and Data Governance Module. In
addition to her tenure at MDHHS, Paula

t 18 years at Xerox/Conduent/
.1izant where she worked as
a Claims Supervisor and Business
Analyst. Paula will lead the claims and
billing team to fulfill the program
requirements. She will dedicate three

(3) Biling and Claim Spedialists to this
project

ADDRESS
PO Box 242930
Little Rock, AR 72223

PHONE
501.604.9936

EMAIL
paula.soll
@palcofirst.com

WEBSITE
palcofirst.com

| PAULA SoLL FIE

~_EXPERIENCE

2020-Present
Billing Manager « Palco

» Manages the Claims Department.
* Oversees processing of all claims submissions.

» Monthly claims count of approximately 45K.

*» Oversees processing of all reconciliations to report to GL.
* Supervises, directs, monitors, counsels, and evaluates supervisory staff to ensure

performance standards are maintained.
= Establish and maintain metrics to effectively report outcomes to upper
management.
+ Establish and update uniform policies to effectively manage various
situations.

2019-2020
Claims Director « Consumer Direct Care Network

Managed the Claims Department, which consists of three divisions: Data Entry,
Autharizations, and Billing.

Oversaw processing of all authorizations and claims submissions.

Monthly authorization counts of approximately 5K-6K.

Monthly claims count of approximately 450K,

Supervised, directed, monitored, counseled, and evaluated supervisory staff to
ensure performance standards were maintained.

Established and maintained metrics to effectively report outcomes to upper
management.

Established and updated uniform policies to effectively manage various situations.

2015-2019
Program Specialist & Claims Examiner ¢ State of Montana/DPHHS

Oversaw the development of health education and outreach materials.
Responded to inquiries concerning programs - Community First Choice (CFC), Big
Sky Waiver (BSW) formerly known as HCBS, Hospice, Home Health.

Excellent organizational skills, including ability to multitask and perform tasks at
all levels.

Ability to provide effective customer relations.

Excellent verbal and written communication skilis.

Served as a subject matter expert to others in the Division.



2011-2015
Business Analyst « Xerox/Conduent/Cognizant

+ Operational development of new Enterprise MMIS system as the fiscal agent for
Claims/TPS/Resolution Departments.

* Analyze current MMIS system, identify gaps and develop solutions to improve
efficiency.

+ Conduct JAD sessions, perform UAT testing and smoke testing on the Enterprise
MMIS system and any deployments.

 Requirements gathering, designing and development of business rules for claim
processing, and security. -

* Ensure system functionality and client requirements are met.

* Maintain SLA (service level agreements) levels for clients.

2004-2011
Claims Supervisor * Xerox/Conduent/Cognizant

* Assisted Claims Manager in all aspects and functions of the Claims Department.

* Supervised Document Control Dept., Claims Exam Entry Dept, Claim Resolution
Dept and the Regional OCR Claims Processing Hub with over 20 reporting staff.

+ Implement OCR Claims Processing Hub with new states within Xerox.

+ Develop and maintain business rules for claims processing for all states
participating within the Regional Hub.

» Technical documentation of system, develop and modify desk level procedures
and operational processes.

* Troubleshoot issues with claims processing and OCR issues.

+ Conduct JAD sessions, write new business rules, perform UAT testing and assess
possible impacts from changes system wide.

+ Maintain SLA (service level agreements) levels for client and OCR Claims
Processing Hub

* Use of multiple proprietary software programs.

PROFESSIONAL EXPERIENCE

+ 20 Years of Medicaid Billing Experience
» MMIS Applications and Subject Matter Expert Areas: Claims, TPL, Resolution
Document Control, Service Authorizations, CHIMES.




Lexi has 20 plus years serving vulnerable
populations with 12 years in Self-
Directionworking with programs across
the country. Lexi earned a Bachelor’s in
Sociology from St. Leo University and a
Master’s in Health Care Administration
and Gerontology from the University
of Phoenix. She has been with Palco
for over 2 years working and assisting
with different projects including but
not limited to Spanish Training for our
members and she is responsible for

 Arkansas’ Support Coordination.
&currently oversees 20 dedicated
Enroliment/Support Coordinators.
Lexi's responsibilities in West Virginia
will oversee the implementation of
Resource Consulting Brokerage in West

Virginia. She will have an integral part in
Resource Consulting staff recruitment,
hiring, and training new team members
in West Virginia's program rules and
procedures.

ADDRESS
PO Box 242930
Little Rock, AR 72223

PHONE
501.604.9936

EMAIL
lexi.harris
@palcofirst.com

WEBSITE
palcofirst.com

| LEXI HARRIS,

EXPERIENCE

MHA

2019-Present

State Director of Resource Consulting Brokerage » Palco

* Responsible for day-to-day Support Coordination Operations.

« Manages Support Coordinators in Arkansas’ 3 Regions.

Monitors enrollments for quality assurance.

Responsible for hiring, training, and coaching staff members.
Monitors Federal, State Compliance rules and Program requirements.

2015-2019

State Director « Consumer Direct Care Network

* Responsible for day-to-day Support Coordination Operations.

* Maintain continuous service quality, monitoring compliance with regulations, an

improve the economic standing.

» Effectively communicate across all lines of business in all methods provided.

* Responsible for hiring, training, and coaching staff members.

2010-1015
Care Coordinator  United Healthcare Community and State

* Provided initial orientation to office policies and procedures.

* Maintained all employees’ records to state standards pertaining to licensure,

certifications, and mandated trainings.

+ Created and facilitated all facets of training for new companion and home health

aides.

EDUCATION

University of Phoenix Central Florida

Master’s in Health Care Administration/Gerontology

Saint Leo University
Bachelor of Arts in Sociology



Taylor has been with Palco for more
than 3 vyears, serving as the lead
payroll processor for Pennsylvania.
He attended the University of Central
Arkansas and earned his bachelor's
degree in History. Taylor manages the
payroll and invoice payment process
from timesheet entry to the actual
payment of SSPs/DCWSs and vendors.
He is responsible for monitoring the
influx of timesheets and payment
requests through the EVV mobile app,
‘ue portal, fax, email, and assigning

tional resources, if needed, to meet
the submission and payment deadlines.

ADDRESS
PO Box 242930
Little Rock, AR 72223

PHONE
501.604.9936

EMAIL
taylorjohnson
@palcofirst.com

WEBSITE
palcofirst.com

AYLOR JOHNSON i

EXPERIENCE

2021-Present
Payroll Manager ¢ Palco

* Supervise payroll processors to ensure they have a proper understanding of
payroll processes.

+ Work with the development team to implement changes to our systems.

* QA payroll and system processes.

* Recruit and train new payroll processors.

2015-2019
Processing Specialist « Palco

* Processed payroll timesheets.

* Responsible for tax payments and garnishments.
* Performed bank reconciliation.

» Monitored payroll validations and budget checks.

2019-2020
Data Entry Specialist » Palco

* Entered Timesheets and payable items into the system.
* Monitored timesheet files, documents, and assigned to appropriate departments

2019-2020
Property Manager « Twin City Properties/Affordable Granite and More

* Posted income and expenses in Excel registries.

» Paid expenses and created payroll.

» Balanced registries.

» Supervised project timelines and contract workers.
* Inspected properties.

* Provided company helpdesk support.

EDUCATION

University of Central Arkansas, Conway, AR
Bachelor of Science in History



As the Enrollment Services and
Training Manager, Cody monitors
and oversees the enrollment of
participants, employers, and workers
for this program. He ensures that
paperwork is completed timely and
accurately, all required checks are run
on workers, and that the employer is
properly enrolled with the IRS and the
District of Columbia as an employer
of record. Cody is also responsible for
establishing accounts for which Palco

gstaff will deposit and pay payroll
.s. He reviews not only paper forms,
but those that are completed online,
through a series of daily reporting
and progress checks. Cody provides
training on F/EA enrollment and payroll

processing procedures to participants,
employers, and workers. He is also in
charge of presenting routine webinars
and training for state and agency
personnel on program operations.

ADDRESS
PO Box 242930
Little Rock, AR 72223

PHONE
501.604.9936

EMAIL
cody.waits
@palcofirst.com

WEBSITE
palcofirst.com

Coby WaiTs a3

EXPERIENCE

2021-Present
Enrollment Services and Training Manager « Palco

* Supervise Enrollment Department for all programs.

» Develop new enrollment forms.

* Review department Quality Assurance with regular audits.

* Provide internal and external support for all training and communication.
* Provide system demos to clients and users.

* Create marketing material, training guides, resources, and recordings.

2018-2021
Account Manager « Palco

* Responsible for overseeing consumer-directed programs in Kansas & Nevada.

* Assist in reviewing & developing program policies, procedures, & materials.

* Research issues creating, suggesting, and coordinating timely solutions.

« Provide regular and consistent process feedback and evaluation to management
in the interest of improving overall delivery of services.

Effectively communicate across all lines of business in all methods provided.

2016-2018
Director of Selection and Development « Northwestern Mutual

+ Recruited financial advisors for the district office.

* Interviewed full-time and intern candidates through talent selection process.
» Created referral culture in office getting referrals from advisors.

+ Trained and mentored interns to become full-time financial advisors.

* Recruited interns from central Arkansas colleges and universities.

* Presented at career fairs throughout the state of Arkansas.

2015-2016
Promotions Director « Salem Media Group

* Planned and executed promotional events.

* Built and executed marketing plans that identify strong prospects to initiate sales
opportunities — trade shows, pop-up events, on-location radio remotes.

* Planned promotional events and presented reviews of results to upper management,

EDUCATION

Harding University, Searcy, AR
Bachelor of Arts in Public Relations, 2009



Amelia monitors quality metrics to
ensure that we are meeting contract
and company standards. She has
experience reviewing person-centered
plans, consulting with community
and health professionals, comparing
requested  services to  budgets,
and issuing  pre-authorizations,
clarifications, or denials of services. She
has worked in this industry for years
and in accounting prior. She reviews
client interactions daily to find areas

ymprovement or clarification and

ules appropriate resolutions and
technical assistance. Amelia helps by
continually improving our processes
and offering enhanced services to
our dients. She also performs quality
assurance to ensure accuracy and
completeness of all processes.

ADDRESS
PO Box 242930
Little Rock, AR 72223

PHONE
501.604.9936

EMAIL
amelia@palcofirst.com

WEBSITE
palcofirst.com

EXPERIENCE

2016-Present
Senior Director of Project Management and Data Analyst » Palco

* Responsible for ensuring Palco meets fundamental responsibility to clients of
accurate and timely payments, billing, and withholding for programs.

* Responsible for other departmental activities, including processing enrollment
paperwork, warehousing, and disbursing a variety of forms.

* Provides expertise in developing and recommending changes to existing
corporate policy to increase the accuracy, efficiency, and responsiveness of the
Financial Services Department.

2015-2016
Assistant Controller « Wilson and Associates, PLLC

* Responsible for the direct oversight of financial operations of company and all
entities ensuring timely and accurate financial information is made available to
the CFO and the management team.

» Worked under guidance of CFO, preparing & reporting financial statements
conforming to principles of accounting & regulatory requirements.

2012-2015
Senior Audit Associate |l « BDK, LLP

* Performed and conducted audit, review, and attest services for financial
statements, operations, internal controls, and process compliance for private
companies ranging in size from 10K to over 150B in revenues.

* Prepared, examined, & analyzed accounting records, financial statements, &
reports to ensure accuracy & conformance to reporting standards.

EDUCATION

Hendrix College, Conway, AR
Master’s in Accounting, 2012

Hendrix College, Conway, AR
Bachelor of Science in Business Administration, 2012



=~ PROFESSIONAL LICENSURE

 Certified Public Accountant

MEMBERSHIPS

» American Institute of Certified Public Accountants
» Arkansas Society of Certified Public Accountants




Kady has over 10 years in Self-Direction
working with programs of all sizes
across the country. She began her
career working to improve the care
of individuals with a developmental
disability. She is a certified trainer for
person centered planning. Her FMS
experience includes management
of service delivery, billing, accounts
payable, payroll, and program
transition, implementation, and

operations. During the implementation
., Kady will ensure that Palco

s milestone activities and
communicates  continually  with
program administrators to ensure that
our work meets their needs.

ADDRESS
PO Box 242930
Little Rock, AR 72223

PHONE
501.604.9936

EMAIL
kady.predota
@palcofirst.com

WEBSITE
palcofirst.com

(ADY PREDOTA s

EXPERIENCE

2019-Present
Senior Director of Operations ¢ Palco

* Develop and leverage internal and external partnerships and network to
maximize the achievement of long-term business goals.

* Provide overall direction and management of Account Management and
Enrollment departments.

+ Develop company processes and guidance for best practices utilizing national
standards and successful outcomes.

» Research issues and coordinate with all departments to affect a solution.

« Work with key stakeholders to create and maintain integrated plans and budget:
and ensure plans are progressing according to timing and budget expectations.

2015-2019
State Director » Consumer Direct Care Network Colorado

» Managed all aspects of the training and operations for Consumer Direct
programs across the entire state of Colorado.

* Worked closely with the Department of Health Care Policy and Financing to
implement rules and execute program changes.

* Developed and oversaw training curriculum and implementation.

2012-2015
Case Manager « Colorado Access — Long Term Care

* Provided case management services to individuals on long term care Medicaid
waivers, specialized in waivers such as brain injury, spinal cord injury and elderly,
blind and disabled.

+ Completed high-level assessments of client needs to determine eligibility.

* Internal case manager board president.

EDUCATION

Metro State University, Denver, CO
Bachelor of Science in Human Services, 2012

PROFESSIONAL EXPERIENCE

* Person Centered Thinking Trainer, National Certification, 2018-present.
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Stephanie has 15 years of experience
in FMS payroll and processing
administration. Stephanie oversees the
entire payroll and payment process
from timesheet or payment request
submission to actual payment to
workers or vendors. She is responsible
for monitoring the influx of timesheets
and payment requests through
the online portal, fax email and
mail around payday and assigning
additional resources, if needed, to

t the submission deadlines.
'errors are corrected and a pre-
payroll is generated and sent to the
quality assurance team for review and
checks. Once approved, payments are
sent, taxes are filed, and appropriate
postings (eg. payments and journal
entries) are made to our general and
subsidiary ledgers by the Payroll and
invoice Manager.

ADDRESS
PO Box 242930
Little Rock, AR 72223

PHONE
501.604.9936

EMAIL
stephanie.gallagher
@palcofirst.com

WEBSITE
palcofirst.com

EXPERIENCE

202 1-Present
F/EA Director « Palco

» Directs all aspects of payroll processing and tax reporting.

* Establishes and oversees payroll processes and procedures.

» Designs short-term and long-term strategies to achieve continuous improveme
and efficiencies in payroll processing and delivery operations.

* Keeps stakeholders informed about the status of payroll laws and regulations.
Develops implementation plans for required changes to operations.

* Review and approve all quarterly and year-end filings.

2020-2021
Payroll Manager « Palco

* Managed the payroll and data entry departments.

* Managed payroll operations and processes.

* Reviewed payroll processing to ensure timely and accurate processing.
* Ensured federal, state, and local compliance.

* Maintained payroll staff by selecting, orienting, and training employees.
* Oversaw and reviewed payroll payments and account reconciliations.

* Managed and resolved any issues related to payroll.

2018-2020
Payroll Manager + Consumer Direct Care Network

* Managed $500 million in payroll and tax operations.

* Ensured accurate and timely bi-weekly payrolls.

* Managed day-to-day operations and supervised 12 team members.
* Processed 49,000 W-2s for 9,000+ employers.

2014-2018
Payroll Supervisor « Consumer Direct Care Network

+ Oversaw the payroll team in processing payroll for 22,000 caregivers.

* Supervised procedural analysis and process efficiency to maximize efficacy.
* Developed and implemented payroll procedural changes.

EDUCATION

Hellgate High School
CCP Certification, 2017/Certified Payroll Professional



Mike leads a team of developers and
software engineers in the development
and integration of new software and
technologies to support the services
we provide. In this capacity, he actively
drives the development life cycle,
including  requirements  analysis,
design, coding,  documentation,
testing, implementation, and support
functions. He works with intermal and
external users of the software to plan
new software features.

ADDRESS
PO Box 242930
Little Rock, AR 72223

PHONE
501.604.9936

EMAIL
mike.brower
@palcofirst.com

WEBSITE
palcofirst.com

EXPERIENCE

2020-Present
Chief Information Officer ¢ Palco

* Manage internal and external software teams in the development of highly
secure, massively scalable, cloud-based case management software.

* Implement and manage the complete software development lifecycle (SDLC),
from analysis and design to development and implementation.

» Design and manage all support infrastructure, including on-premises and cloud-
based components.

2013-2020
Senior Project Manager/Scrum Master « SURGE FORWARD

* Managed various IT projects ranging from simple implementation to enterprise
level application deployment.

* Created new Agile processes and software development department and in othe
areas of the organization for better efficiency, ensure good product quality and
to reduce waste.

* Managed multiple deployments for various services and ancillary applications
across the organization from the IT department.

2001-2013
Manager of Software Dev. & Quality Assurance « XACTWARE

* Managed 6 development teams with 11 direct reports & 40 indirect reports.

« Developed EDI interfaces to external customers using FTP, IBM MQ Series, Oracle
database objects, and C++.

* Designed and oversaw development of legacy application integration modules.

EDUCATION

Brigham Young University, Provo, UT
Master’s of Accountancy in Information Systems, 1995

Brigham Young University, Provo, UT
Bachelor of Science in Accounting, 1995

PROFESSIONAL LICENSURE

» Certified Scrum Master (CSM) - 2013



Cayle has over 15 years of leadership
experience. As SVP, Cayle sets the short-
term priorities and long-term strategies
for our products. Prior to joining Palco,
he worked at Fiserv in various roles
induding Delivery Executive, Business
Analyst Director, Project Manager, IT
Manager, and globalization lead. Cayle
Is an expert in stakeholder engagement,
client relations, program management,
operations management, and project
delivery. He has a master's in business

inistration from Bellvue University,
‘ a certified Project Management
Professional, and is ITIL certified.
Cayle will lead the state’s requirement
gathering Sessions, document
business requirements, and coordinate
development resources to ensure this
project meets all defined requirements.

ADDRESS
PO Box 242930
Little Rock, AR 72223

PHONE
501.604.9936

EMAIL
cayle.cox
@palcofirst.com

WEBSITE
palcofirst.com

EXPERIENCE

2022-Present
Senior Vice President, Product Management « Palco

* Creates short-term and long-term product visions for various Palco solutions. Vision
is based on anticipated market and industry trends as well as client demands.

* Creates innovated new products and solutions that are imaginative, that are bes
for our clients, and ultimately further the core Palco objectives.

* Demonstrates a passion for understanding customer problems and creating
innovative solutions.

« Gathers and documents product requirements from relevant parties and works
with Developers to implement those requirements.

* Sets clear product implementation direction for the implementation teams.

» Communicates clearly with internal and external users of the system, including
presenting new ideas and listening to user feedback.

* Develops project plans to release new features to market.

2021-2022
Delivery Executive, Government Solutions « Fiserv

* Supported pre-sales activities. Met with clients to identify their needs and explai
how Fiserv's technical solutions could address those needs.

* Represented deployment teams and post go-live support during RFP presentations.

* Provided executive oversight on active government deployments in an 8-state
territory (AZ, CO, NE, MN, 1A, NM, WA, and OR). Ensured project milestones were
met, formed strategic relationships with client executives, and addressed escalations.

* Owned key accounts after go-live. Served as the primary point of contact for
account leaders (c-suite). Answered questions, escalated issues, and continuously
looked for opportunities to expand Fiserv's relationship.

» Managed Professional Services staff in New Mexico and Nebraska.

* P&L owner for professional services and Payment Solutions.

2019-2021
Director of Business Analysis » Fiserv

* Founded the Delivery Quality Management Team to execute continual
improvement throughout the delivery lifecycle.

* Special focus on IT development process, application testing, training, and Help
Desk support.

* Led after action reviews at the conclusion of each deployment and continuously
implemented improvement opportunities.



* Performed functional tests on all UAT deployments prior to client engagement.
Served as primary point of contact for clients during UAT.

» Lead the Business Analyst team by serving as a subject matter expert while
simultaneously managing multiple AuthentiCare projects.

« BA functions included collecting requirements, creating business requirement
documents, training new users, executing test scripts, overseeing UAT cycles, anc
promoting projects into production.

» Administrative functions included estimating new projects, managing project
resources, and serving as a liaison to Development and Product Management
Teams.

» Served as Account Manager for New Mexico and Oklahoma after each state
recquested assistance.

2018-2019
Senior Vice President of Product Management ¢ Fiserv

* Product owner for several case management tools which process over 70 million
cases per year. Systems include the Fraud Detection Work Center, the Predictive
Dialer, and the Lost/Stolen GUI.

* Principal case management point of contact for client escalations, RFPs, and
system outages.

EDUCATION

Bellvue University
Master of Business Administration

University of Nebraska, Lincoln, NE
Bachelor of Science in Telecommunications Management, 2002

PROFESSIONAL LICENSURE

+ Certified Project Management Professional
* ITIL Certified





