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Frequently Asked Questions

Question: What is a Home & Community-Based Services (HCBS) Provider Navigator?

Answer: A HCBS Provider Navigator assists HCBS case managers and Community Service
Coordinators (CSCs) in finding a Qualified Service Provider (QSP) Individual and/or Agency(ies) to
provide services to recipients that choose to remain in their own home and community.

Question: How do the HCBS Provider Navigators Assist the HCBS case manager and/or
CSC?

Answer: The HCBS case manager and/or CSC will send a referral(s) to the HCBS Provider
Navigator if the recipient that needs in-home services wants help in finding a QSP Individual and/or
Agency. If the recipient that needs in-home services already knows who they would like for an QSP
Individual and/Agency the HCBS case manager and/or CSC will not send a referral to the HCBS
Provider Navigator. So, this can limit the number of referrals that the HCBS Provider Navigator
receives which will lead to limit number of emails going to out to QSP Individuals and/or Agencies.

Question: What happens when the HCBS Provider Navigator Receives a Referral from the
HCBS Case Manager or CSC?

Answer: The HCBS Provider Navigator:

e Will review the referral received from the HCBS case manager and/or CSC for completeness,
what services the recipient has been approved for, and if the recipient wants a QSP Individual
and/or Agency.

e Then will send an email to only the QSP Individuals and/or Agencies that have signed up to
provide those services and are located in the community where the recipient resides. If there
are no QSP Individuals and/or Agencies located in the community where the recipient resides
the HCBS Provider Navigator will send an email to additional QSP Individuals and/or
Agencies that have enrolled with the State to provide services in the county and are willing to
drive.
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Question: What happens when the QSP Individual and/or Agency accepts a referral from the
HCBS Provider Navigator?

Answer: When a QSP Individual and/or Agency accepts a referral the HCBS Provider Navigator will
send out an acknowledgment form that must be filled out the QSP Individual and/or Agency before
officially acquiring the referral. The acknowledgment form is letting the HCBS Provider Navigator,
HCBS Case Manager, and/or CSC know that you have staff located in that community where the
recipient resides and/or have staff willing to drive to provide the needed services.

Question: How come some QSP Individuals and/or Agencies are receiving more emails with
referrals from the HCBS Provider Navigator?

Answer: The HCBS Provider Navigator has a spreadsheet with all the QSP Individuals and
Agencies. That spreadsheet contains what counties the QSP Individual and/or Agency selected
when they registered with the state, what services they provide, and contact information. Based on
the location of where the recipient is located will determine the number of QSP Individuals and/or
Agencies that will receive an email from the HCBS Provider Navigator.

e |.e. If the recipient is located in Bowman, ND there are a limited number of QSP Individuals
and/or Agencies that provide services there so the HCBS Provider Navigator will send an
email out to all the QSP Individuals and Agencies that have stated they provided services
there. If none of the QSP Individuals and Agencies respond within 24 hours, then the HCBS
Provider Navigators will send an email out to other QSP Individuals and Agencies that are
willing to travel from another town (located in Dickinson and willing to drive to Bowman).

e |.e. If the recipient is located in Fargo, ND where there is an abundance of QSP Individuals
and Agencies the HCBS Provider Navigator will send an email out to a limited number of
QSP Individuals and Agencies that meet the criteria of the referral such as:

o How many units have been approved by the HCBS Case Manager.

o What QSP Individual and/or Agency provide all or the majority of services the recipient
needs.

o What QSP Individuals and/or Agency has already received a referral.

QSP Individuals and/or Agencies will have 24 hours to respond back to the HCBS Provider
Navigator. If there are no responses in 24 hours the HCBS Provider Navigator will send an
email out to additional QSP Individuals and/or Agencies. If multiple QSP Individuals and/or
Agencies respond with a "yes" in the 24 hours that they will accept the referral and have not
received one from the HCBS Provider Navigator. The HCBS Provider Navigator will send all
the “yes” responses to the HCBS Case manager/CSC. The HCBS Case Manager/CSC will
then contact the recipient that will be receiving in-home services to discuss all the QSP
Individuals and/or Agencies to provide all the options. This will allow the recipient to choose
who they would like to accept as their provider.



Question: How is the HCBS Provider Navigators ensure no QSP Individuals and/or Agencies
are receiving more referrals where there is an abundance or providers?

Answer: The HCBS Provider Navigators track all counties. The counties that that have an
abundance of QSP Individuals and Agencies have additional tracking measures to ensure no QSP
Individual and/or Agency is being favored over another one.

The counties that have an abundance of QSP Agencies have the additional tracking measures like:
e Which QSP Agency was sent an email from the HCBS Provider Navigator.
e Which QSP Agency responded back stating "no" they were unable to accept the referral.
e Which QSP Agency has already received a referral.
e Which QSP Agency responded back stating “yes” they could accept the referral but did not
get the referral as it went to another agency.

The HCBS Provider Navigator will put the QSP Agencies on a rotation of when an email will be sent
to them, and it will vary on the number of Agencies that are enrolled in that specific community. I.e.

Fargo as of August 1, 2024, have 80 QSP Agencies so they there will be a rotation of 10 QSP
Agencies at a time.

Question: What hours do the HCBS Provider Navigators work?
Answer: The HCBS Provider Navigators are full-time State employees. Hours of operation are

Monday through Friday 8:00am to 5:00pm. The navigators are not available when State offices are
closed during the reconginzed State approved 10 holidays.

Question: How do | reach a HCBS Provider Navigator?

Answer: The HCBS Provider Navigators can be reach via email at gspnavigator@nd.gov.

Question: Why can’t | open my email that came from the HCBS Provider Navigator?

Answer: All emails sent by the HCBS Provider Navigator are secure as they contain protected health
information (PHI). As a QSP Individual and/or Agency it is your responsibility to ensure you have the
technology capable to open the email.
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Question: How come another QSP Individual and/or Agency received an email with a referral
from the HCBS Provider Navigator and | did not?

Answer: If you did not receive an email from the HCBS Provider Navigator with a possible referral
might be due to:

e The recipient is looking for a certain provider.

e The recipient does not care for their current provider.

e You as a QSP Individual and/or Agency do not offer the services that the recipient needs.

Emails that are only sent specific QSP Individual(s) and/or Agency(ies) by the HCBS Provider
Navigator cannot be shared with other QSP Individual(s) and/or Agency(ies). All emails are
confidential and by sharing them you as the QSP Individual and/or Agency would be in violation of
HIPPA.

Question: How come | as a QSP Agency am not getting referrals where the recipient requires
a lot of services keep my employees busy and at one location?

Answer: It is the responsibility of the QSP Agency to manage their employees’ schedules to keep
them busy. There is no guarantee of what the recipient needs for in-homes services which means
there are not a lot of referrals that have large number of units attached.

Question: Do you as a QSP Individual and/or Agency provide services in all the counties in
North Dakota?

Answer: If a QSP Individual and/or Agency only provide services in a certain county it is important
that you are only selecting that county in when you enroll to be a provider. If you select counties
where you do not intend to provide services could put you at risk for:
e Receiving a lot of emails from the HCBS Provider Navigator when it is not relevant.
e Missing emails because of being overlooked due to receiving so many.
If the QSP Individual and/or Agency only select the counties where they intent to provide services
might see an increase in emails with possible referrals as the HCBS Provider Navigator would
have a better understanding of exactly where you have staff and are willing to provide services.

Question: How do | change what counties | provide services in?

Answer: If the QSP Individual and/or Agency would like to add or delete counties please reach out to
the QSP Hub at North Dakota Qualified Service Provider Hub (ndgsphub.org) and they can assist
you.
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Question: Is a QSP Individual and/or Agency guaranteed a referral from the HCBS Provider
Navigator?

Answer: No. The HCBS Provider Navigator cannot guarantee that a QSP Individual and/or Agency
will receive referrals from the State as the recipient gets to choose who they would like as a provider.
It is important that you as a provider are also promoting your services to private pay recipients.

Question: What is Recipient Liability (RL)/Client Share?

Answer: The Client Share is the amount you need to pay toward your medical costs for the month.
Your Client Share is based on how much you make every month. It is like an insurance policy
deductible. If you would like additional information please refer to ND Medicaid’s FAQ page at
Medicaid Frequently Asked Questions | Health and Human Services North Dakota.

Question: What are Service Payments for the Elderly and Disable (SPED) fee?

Answer: The SPED fee is the amount a recipient is required to pay toward the cost of their services.

Question: Who is responsible for collecting the RL, SPED fee, or any other fees?

Answer: It is the responsibility of the QSP Individual and/or Agency to collect the RL, SPED fee, or
any other fees from the recipient. The State will not collect the RL, SPED fee, or any other fees from
the recipient on your behalf in order to receive the in-home services.

Question: How does the QSP Individual and/or Agency know if the recipient has an RL or
other fees?

Answer: The QSP Individual and/or Agency is notified right away in the email that is sent by the
HCBS Provider Navigator if the recipient has an RL or other fees. The RL and other fees will be
written in the service auth that is provided to the QSP Individual and/or Agency from the HCBS case
manager.
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