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Virtual Gateway Release 2.0

Chapter 1: Welcome to the Application Inbox

Overview

The Application Inbox is a new component of the Virtual Gateway.
Your Application Inbox serves as a container for applications and
inquiries belonging to programs or agencies that do not accept an
electronic transfer from the Virtual Gateway Common Intake at this
point in time. As an Application Inbox worker, you will be using the
Application Inbox tool to receive applications that need to be
processed by your agency.

Who uses the
Application
Inbox?

Users of the Application Inbox are workers like you that require
access to Common Intake applications and inquiries that were
submitted online.

Agencies that do not receive an electronic transfer of information
from the Virtual Gateway Common Intake Application will also use
the Application Inbox. Currently, Virtual Gateway system automates
intake processes for these agencies. You can use your Application
Inbox to search, sort, forward, view, print, and make status updates to
applications and inquiries.

The Application Inbox can be accessed through your Virtual
Gateway logon and might seem similar to checking your e-mail.

The Application
Inbox and
Virtual
Gateway

Virtual Gateway enables providers and users to screen for Health and
Human Services (HHS) programs, Community Services, and Long
Term Support. Provider workers representing organizations enter
application data through the intake program. You can access this
information through your Application Inboxes.

One Common Intake application may go to several different
agencies. When Virtual Gateway distributes application information,
it provides only the application information necessary to that agency.
Program-specific information is delivered to each Application Inbox
as the Virtual Gateway sends an application.
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Chapter 2: Accessing and Navigating the Application

Overview

Accessing your
Application
Inbox

Inbox

This chapter provides information specific to accessing and
navigating the Application Inbox. More detailed information about
Common Intake access and navigation can be found in the Common

Intake User Guide.

Follow these steps to access your Application Inbox:

Step Action

1 |Logon to the Virtual Gateway Dashboard.

Health and Human Services

May 2, 2005

Mass.Gov Home ) State

Mass.

=l

State Online Services

Business Services

Welcome to the Virual Gateway, a new way to access health and
§ 5, uman senvice programs in Massachusetis through a single
point on the Internet. Starting in July 2004, new online tools will be
#=t available 1o consumers and senice providers.

[ Catalog: An online catalog with descriptions of several of the

g/ mostwidely used programs in Health and Human Sevices.
Screening & Referral: A short online survey for consumers and
bt providers to determine potential eligibility for select HHS
programs. Muttiple senices can be assessed atthe same time.
Intake: A single, online data collection tool for registered
providers to create applications for multiple HHS programs on
behalf of clients.

The above online services are available for the following programs

Health & Human Services v

Ea

Member Login

P —
S —

()

Enter your
Username
and

Password

Services.

2 |Enter the Dashboard through Virtual Gateway Business

Health and Human Services

Welcome Rakesh Yadav

Virtual Gateway Business Services

cieening & Retorr,,

Execuive Office of
Heaith and Human Sornces S

Sgm Mass.(ov

[ i
"’r;r.‘ =

£

iR

Mass. rovi-

=Ll
| consuMer | PROVIDER ., [| RESEARCHER || sovernment msmna)
, line Services

»Mass.Gov Home  State

Last Update: July 13, 2004 1022 A

Sereen For Eligibility
Catalon Service
Intake For

Password Management
Log Out

Click on the
Common
Intake Form
Link
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Accessing your Step Action
Application
Inbox 3 |Enter your Application Inbox.
(Continued) [ What Would You Like to Do Today?

Start a New Application
Complete a Screening Survey

Submit Common Intake Feedback

Check MassHealth Member Status (REVS)

Frequently Asked Questions
Search For MassHealth Applicant
Enter Application Inbox _

View the latest Virtual Gateway Training Materials

Result: The Enter Application Inbox page appears.

Navigating the ~ The following is an example of the Application Inbox page and

Application highlights of a few key components.
Inbox :
Health and Human Services Mass. .
Mass.Gov Home Help User) Slte!
Icome to the Application Inbox Organization: EHS Elder Affairs e _and page
Search iing Usert information
Criteria fields plicationInquiry Search
Applicationnquiry Number: [ ApplicationInquiry Status: Al v
i Submitted Date Range
H - . From: W;’F;lww_
Navigation Tools: — i
e Search for applications
¢ Exit Application Inbox —)  ExitAppication Inbox
Page 4 Application Inbox User Manual August 25, 2005
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Navigating the
Application

Inbox

(Continued)

The following is an example of the Application/Inquiry Inbox page
and highlights of a few key components. This page displays results

after selecting the Search button. Up to 15 results are displayed on a

page.

Health and Human Services

Aelcoms 15 the Applicatontnguiry Inbox

Jann Senn

Appicationinguiry Search:

Appecabondnguiry &
Appheant Nbms
First Mamae

Click links to drill down
to view/print more
information

O

O 131040
0 131019
]} 131017
|l 130919
O 120919
E 130919
O 130903
O 130003
O 130903
|Showing 1-10 of 483

OFRAMESTen: MASS ICAUSSNS CoOrmmissiod

Mass. o |

Click a column name
to sort. Current sort

AeoRcuontncuiey Sestee{AB = column appears in
‘ , dark blue, arrow
F} '
(oo | depicts order
B e | - |
e Date  Applicationiinquiry  Processing ation
dediny e Submittey | Staws Staws -
Senvices for children
with mental = u {
retardation or John Smith 080472005 Received Agency andin  DMR Metro Region
developmenital PIOQES S
sgbilities
Senvices for Dwggen
‘with mental 4 Received by
retardation or Jane Smith 08/04/2005 Received Agencyandin DMR Metro Region
developmental Process
disabilities
Senvices for adults o
3 Pending
with mental Peter Griffin 0810412005 Mew " n" ; R" = nse PMR Metro Region
gency Response
retardation
Senvices for adults I :
with mental BobJones | 08/0412005 New genes o ¢ DNR Hetro Region
retardation
Senvices for adults ]
with mental Melizza Sinz 08/03/2005 Mew " e-rTl %ﬁjﬁnse DMR Metro Region
4 gency Resp
retardation
Senices for adults F
with mental RalphSinz | 08/03/2005 Mew s ‘;"m DMR Metro Region
retardation
Services for children
with mental . -
retardation or KidSinz | 0810312005 New —eeans o) Navigate between
developmental
disabllties the results pages
Services for adults 2 =
with mental Jim Smith 08/03/2005 New Au;'n:mag;::nss D -
retardation
Services for adults :
with mental Sue Smith 08/03/2005 Mew A ;" f!;ﬂ"'—’:fns = DMR Metro Region
Agency Response
retardation
Senvices for adults
with mental Camie Smiln | 08/03/2005 New Agi';‘;—e—"—“a'; 29 <o DR Metro Regio
retardation
Previous | Next|

Change status of or
forward selected
applications

I

Changs Apphe SEonInGuIry SIS

Forward To:| Region 2 (]| [ Sena
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Chapter 3: Searching for Inbox Applications

Overview In order to view your Inbox applications and inquiries, you must first
conduct a search. This chapter walks you through the steps to search,
view, sort, and print your applications.

Searching for The first page displayed in Application Inbox is the Application/
Applications Inquiry Search page. Your search can be performed using any of the
search fields and clicking Search.

Enter search Health and Human Services Mass.
parameters: e
Welcome to the Application Inbox Organization; DMR Metro Region
° Appllcatlon/ |4 Ppinboxuser2 Click the
|nquiry # lApplication/inquiry Search: SearCh
e First Name button
Last Name
I Application/inquiry Number: Applicationinquiry Status: Al v
* Application/ iR [ sk
Inquiry Last Name: [ frem [mm foa iy
Status First Name: To, [mm sfad il
° Submltted Search || Reset || Home
Date Range
Note: To display all applications in your Inbox, leave the search
fields blank and click Search.
Result: The search results display below the search area.
Tips:
e The Reset button clears all the search fields if there is
currently data in them.
e The Home button returns the user to the Dashboard.
August 25, 2005 Application Inbox User Manual Page 7
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Viewing Search  After performing a search, you can access the applications/inquiries

Results submitted for your program via the online Common Intake Tool.
Search results will display at the bottom of the page. The following
features are available to help you view your results:

e Sort the displayed list

e View a summary of the applicant’s information specific to
your business use

e Print a copy of the application information

e [nitiate a new search

Health and Human Services Mass. o R

. Orpganization: Massachusets Commession for the Bhind (MCE) - Region 1
Sort results by clicking on
any underlined column title acphcamontnauiny s A% =
SubMenea Date Rangs
First Name -'-Iu- i I
Last Name: To ¥ f
[2gamh
Search Reswirs:
The Infoe rmation C. N EDe. -
- = Click on
Pregram Hame ‘Hame S i Organza -
iy & S .
O [ress pect services " [amenannlll” ZRRO: z = o stoms Previous/Next
O 1033 s RECH Servicos  |Jotuy SaeEn inzzo0s Poore == Mo stams | .
1 fro3z RECH Sordees [Ty TROmpeon 10 wipnos R == Mo Status | . to navlgate
3 [so3n BB LordAcos (Vs BT o0 s i = Ho Status - Ragiod
= =D EACH Sordces  |LASEY Ve 12232004 e = po Status  ucs - Regicd between the
] Jreze |ncn.sonn:a.- | Kt Mater 122222004 e = Mo Status |WCE - Regio
. [1o2a RACEE Coricoes | Susam THomas 12 21/2004 oy = Mo Slalus PICE - Reghs I p g
] jroar MCEB Seraces | Joseph Colns 121922004 MW = Mo Stanis |MCE - Regio resu ts a‘ e
=] (L MCE Sernces  |Mary Colline 12102004 Hew MCE - Regio
1 jrozr MCH Servces | Smmy Collng 1218/2004 Harey WCH - Reglon 1
0 P CE 5 = T Sallos 13 R 3 .
O joeazs = Bty Thomonan
1 jidas 8 ke Fner LRIET ot d
O |iozs = Samanih s jones 11/ 102004 Feceied
0 Joza ra s |Sichaeg Smen 1 1UBZ004 Recehed
Snowing 1-15 of 172 Re
[ Change Apphcataninguiry Status 1
Forward Te:| Regon 2 5 [Sena

Viewing and The application/inquiry summary you view contains data specific to
Printing each agency. You can view and print a program-specific summary
Application for any item displayed in your search results. Locate the item you
Summary wish to view/print and click on the applicant name.

[ e [oomomuama]  weme 1 — 0 [emcamre st | Grasruzaton

_ e senaca [aic I fitos — Wil S
Click a name to view/ R = = Tu:
el o L TR oo s o = uo_slauE

print summary

Result: The Application Inbox Summary page appears.

Page 8 Application Inbox User Manual August 25, 2005
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Viewing and
Printing
Application
Summary

(Continued)

You can view and print application/inquiry information from the
Application Inbox Summary page. When you are finished, click
Home to return to your search results.

Executive Office of Health and Human Senvices

IApplication Inbox Summary

Application/Inguiry Number: 121022
Applicant Name: Tene Hummary
ApplicationInguiry Submit Date: 06/28/2005
Provider: EOHHS
Worker: Training User1

Assisting Person Information

Click Print to
print summary

i iding information? Househnold ember
Mo Contact Person Information provided

Click Home to
return to the
search results

I (7 [

August 25, 2005

Application Inbox User Manual
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Chapter 4: Changing the Status of an Application/Inquiry

Overview

There are two types of statuses reported through the Virtual Gateway
and available for update:

e Application/Inquiry Status
e Processing Status

Application/Inquiry status types convey the condition of an
application or inquiry that is being transferred from the Virtual
Gateway. Processing Status types represent the current status of the
information being transferred from the Virtual Gateway.

This chapter discusses how to view and change Application/Inquiry
and Processing Statuses.

Changing
Application/
Inquiry Status

There are two types of application/inquiry status:

e New: A new application that enters your Inbox through the
Common Intake provider input

e Received: An existing application that has a status of received
and was already viewed in your Inbox

An application is “New” until it is printed. You can also manually
change an application’s status through the Application Inbox.

Use the following steps to change the Application/Inquiry status of
an item in your Application Inbox:

Step Action
1 Select the item(s) which you would like to change
Click onthe Lo lros " fiich sonicos [1momas fgonss (233005 e T =
check-box to D ooz uceseaces faathe Momauos i wavos e =
Select ItemS 1 |roxw MC B Sorvico® il B EI [Ty [rE=- =
2 |Click the Change Application/Inquiry Status button
- T elders (or T o Response Semvices Inc
ing 1-4 of 4 ssniers) Previous | Next
CIiCkCh_a'nge > [ Change Application/Inguiry Status ]
Application/
Inqulrv Status Forward To | Bayder Elder Senvices b
| Logout of Application inkox
August 25, 2005 Application Inbox User Manual Page 11
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Changing
Application/ 3 | View the updated status. o
Inquiry Status PR — ™\
(Continued) e e e P )

] jro3a BAC AN Servicas Ty TROrabaod 1 wnos \ gre =

1 [rosa MC B S v o ® | s, ERLCR arroos \U
Changing Processing Status represents whether or not an applicant has had their
Processing Processing Status determined. The status is specific to each program;
Status your Application Inbox will display the correct status automatically

based on program. Through the Application Inbox you will
determine the Processing Status of the application or inquiry and
update an application/inquiry’s eligibility to a new or different status.

Use the following steps to update the Processing Status for an
application/inquiry:

Step Action
1 |Click on the Processing Status folder for the application/ Click on

inquiry you wish to update.
quiry’y P a status
oS YT AR 5 SIS DY CRING Gr I LR SEI P . tra tw / folder
. W= . 3 = = & T3 i

S e = EE T T e gy

Result: The Update Processing Status page appears.

Page 12 Application Inbox User Manual August 25, 2005
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Changing
Processing Step Action
Status
(Continued) 2 | The Update Processing Status page allows you to update
the Processing Status for the selected applicant. A record
of the status history for the applicant/inquiry is also
displayed.
To update the Processing Status, select the new status from
the Status drop-down box and select Update Status.
Health and Human Services Mass. . .
View
Select neW f::;::‘;::::AWiwm Inbox Organization DMR Metro Region Status
Processing i — history
Status S~
Wﬂm
Applicant Name: John Smith
Status: Mo Response from or Withdrawn by Applicant
Status History:
Date/Time Status
08/22/2005 03:10:15 PM Mo Respense from or Withdrawn by Applicant
08/10/2005 05:23:55 PM Received by Agency and In Process .
08/04/2005 05:58:38 PM Pending Agency Response C| |Ck
o Update
Home Update Status <
[rere 2 Status
Result: The Status History will update reflecting the
change.
3 | Click Home to return to the Application/Inquiry Search
page.
Note: If you click Home without clicking Update Status,
your changes will not be saved.
August 25, 2005 Application Inbox User Manual Page 13
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Chapter 5: Forwarding an Application/Inquiry

Overview Applications can be forwarded to other agencies that may more
appropriate for processing that particular application/inquiry.
Forwarded applications/inquiries appear on worker’s screen at the
new Inbox location.

Note: Not all Application Inboxes have the ability to forward
applications. Refer to the Appendices for specific agency inbox and
Forwarding rules.

Forwarding Step Action
Applications/
Inquiries 1 Select the item(s) which you would like to forward
Apolication! | nyonyam Mame Hame Apalie aton Inagu ry
i - 34 AT E] Sy o Thesman B, o |'1:'7c;c--.“ - v, - g —
CIICk On the o “: ::::::..'_- I:I( 1] -u-.-:u u‘- g:‘fm = I;]?:’Pﬂﬂ‘h u:: —
CheCk-bOX to -"I 1033 — LI I Lorvices .u_g_m.- TRempson i W00 S [ =
SEIBCt 1 1034 BT Sordcos Vil BTy U005 Pt =
2  |Use the drop-down list to select the region that should
review/process the inquiry/application(s)
Select the - =T elders (or e ™ Response Senvices Inc
agency Showing 1-4 of 4 — Previous | Next
\~\ [ Change Application/inguiny Stalus ]
Forward To| Bayder Elder Services b
Logout of Application infosx
3 |Select Send
C T alders (or == ™ Response Senices In Select
Showing 1-4 of 4 — Previous | Send
[ Change Application/inguiry Status ]
Forward To| Bayder Elder Services b
Logout of Application infosx
Note: After an application/inquiry is forwarded, it no
longer appears in your Application Inbox.
August 25, 2005 Application Inbox User Manual Page 15
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Chapter 6: Frequently Asked Questions

Questions and
Answers

The following frequently asked questions the may help in
understanding and using your Application Inbox:

Question

Answer

Why does my Inbox
appear to be empty?

Your Inbox will appear to be empty until
you perform your first search. Perform a
search in the “Application/Inquiry Search”
section of the Inbox and your results will
populate.

Why are there
several items in my
search results screen
sharing one
application number?

Virtual Gateway enables one household
application to be distributed to many
programs and services. It’s possible more
than one person in the household qualifies.

What is the
difference between
“Application/
Inquiry Status” and
“Processing Status™?

“Application/Inquiry Status” describes the
status of the actual application filed. This
application status, can be “New” or it can
be “Received”. “Processing Status”
describes the status of the applicant in
reference to the program or service that
they are applying for; these statuses
include: “Accepted”, “Denied”, and
“Pending”.

August 25, 2005

Application Inbox User Manual
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Glossary

Virtual Online tool to access health and human service programs for the

Gateway Commonwealth of Massachusetts. Virtual Gateway offers
consumers and service providers a catalog, screening and referral
surveys, and an intake tool (providers only) to collect application
information.
The Dashboard is a welcome screen for Common Intake users. The

Dashboard . : S
Dashboard provides links to start an application, complete an
eligibility survey, search for and retrieve incomplete applications,
create a report, and view the Application Inbox.

Application Container for the Virtual Gateway Community and Long Term Care

Inbox Support applications that are not automatically sent to a legacy
system

August 25, 2005 Application Inbox User Manual Page 19
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Appendix 1: Department of Mental Retardation — Application Inbox Forward Routing
Information

The table below details the routing information for Department of Mental Retardation
applications and inquiries forwarded to new Inboxes through Virtual Gateway. Each
Department of Mental Retardation Inbox can transfer to any one of these Inboxes listed (the
table references forwarding logic displaying all towns served by each Inbox):

Department of
Mental Retardation

Inbox Towns Served by Inbox

DMR Central West Region | Adams, Agawam, Alford, Amherst, Ashburnham, Ashby, Ashfield, Athol,
Auburn, Ayer, Barre, Becket, Belchertown, Bellingham, Berlin,
Bernardston, Blackstone, Blandford, Bolton, Boylston, Brimfield,
Brookfield, Buckland, Charlemont, Charlton, Cheshire, Chester,
Chesterfield, Chicopee, Clarksburg, Clinton, Colrain, Conway,
Cummington, Dalton, Deerfield, Douglas, Dudley, East Brimfield, East
Brookfield, East Douglas, East Longmeadow, Easthampton, Egremont,
Erving, Fitchberg, Florida, Franklin, Gardner, Gilbertville, Gill, Goshen,
Grafton, Granby, Granville, Great Barrington, Greenfield, Groton, Hadley,
Hampden, Hancock, Hardwick, Harvard, Hatfield, Hawley, Heath,
Hinsdale, Holden, Holland, Holyoke, Hopedale, Hubbardston, Huntington,
Lancaster, Lanesborough, Lee, Leicester, Lenox, Leominster, Leverett,
Leyden, Longmeadow, Ludlow, Lunenberg, Medway, Mendon,
Middlefield, Milford, Millbury, Millers’Falls, Millville, Monroe, Monson,
Montague, Monterey, Montgomery, Mount Washington, New Ashford,
New Braintree, New Marlborough, New Salem, North Adams, North
Brookfield, Northampton, Northbridge, Northfield, Oakham, Onset,
Orange, Otis, Oxford, Palmer, Paxton, Pelham, Pepperell, Peru, Petersham,
Phillipston, Pittsfield, Plainfield, Princeton, Richmond, Rowe, Royalston,
Russell, Rutland, Sandisfield, Savoy, Shelburne, Sherborn, Shrewsbury,
Shutesbury, Situate, South Hadley, Southampton, Southbridge, Southwick,
Spencer, Springfield, Sterling, Stockbridge, Sturbridge, Sunderland, Sutton,
Templeton, Tolland, Townsend, Turners Falls, Tyringham, Upton,
Uxbridge, Wales, Ware, Warren, Warwick, Washington, Wately, Webster,
Wendell, West Boylston, West Brookfield, West Springfield, West
Stockbridge, Westfield, Westhampton, Westminster, Whately, Whitinsville,
Wilbraham, Williamsburg, Williamstown, Winchendon, Windsor,
Worcester, Worthington

DMR Metro Region Allston, Ashland, Back Bay, Beacon Hill/WestEnd, Belmont, Boston,
Brighton, Brookline, Cambridge, Canton, Charlestown, Chelsea,
Chinatown, Columbia Point, Dedham, Dorchester, Dover, Downtown
Crossing, East Boston, East Mattapan, Fenway, Foxborough, Framingham,
Holliston, Hopkinton, Hudson, Hyde Park, Jamaica Plain, Kenmore Square,
Marlborough, Mattapan, Medfield, Millis, Natick, Needham, Newton,
Norfolk, North Dorchester, North End, Northborough, Norwood, Parker
Hill, Plainville, Revere, Roslindale, Roxbury, Sheffield, Shirley,

August 25, 2005 Application Inbox User Manual Page 21
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Mental Retardation

Inbox Towns Served by Inbox

DMR Metro Region Somerville, South Boston, South End, South Jamaica Plain, Southborough,
(Continued) Sudbury, Walpole, Waltham, Watertown, Wayland, Wellesley, West End,
West Mattapan, West Roxbury, Westborough, Weston, Westwood,
Winthrop, Wrentham

DMR Northeast Region Acton, Amesbury, Andover, Arlington, Bedford, Beverly, Billerica,
Boxborough, Boxford, Burlington, Byfield, Carlisle, Chelmsford, Concord,
Danvers, Dracut, Dunstable, Essex, Everett, Georgetown, Gloucester,
Groveland, Hamilton, Haverhill, Ipswich, Lawrence, Lexington, Lincoln,
Littleton, Lowell, Lynn, Lynnfield, Magnolia, Malden, Manchester,
Marblehead, Maynard, Medford, Melrose, Merrimac, Methuen, Middleton,
Nahant, Newbury, Newburyport, North Andover, North Reading, Peabody,
Reading, Rockport, Rowley, Salem, Salisbury, Saugus, Stoneham, Stow,
Swampscott , Tewksbury, Topsfield, Tyngsborough, Wakefield, Wenham,
West Newbury, Westford, Wilmington, Winchester, Woburn

DMR Southeast Region Abington, Acushnet, Assonet, Attleboro, Avon, Barnstable, Berkley,
Bourne, Braintree, Brewster, Bridgewater, Brockton, Buzzards Bay,
Carver, Cataumet, Centerville, Chatham, Chilmark, Chilton, Cohasset,
Cotuit, Dartmouth, Dennis, Dennisport, Dighton, Duxbury, East
Bridgewater, East Freetown, East Sandwich, Eastham, Easton, Edgartown,
Fairhaven, Fall River, Falmouth, Forestdale, Freetown, Gay Head,
Gosnold, Halifax, Hanover, Hanson, Harwich, Hingham, Holbrook, Hull,
Hyannis, Kingston, Lakeville, Littlefield, Mansfield, Marion, Marshfield,
Mashpee, Mattapoisett, Middleborough, Milton, Monument Beach,
Nantucket, New Bedford, North Attleboro, North Dartmouth, North Easton,
North Westport, Norton, Norwell, Oak Bluffs, Orleans, Osterville,
Pembroke, Plymouth, Plympton, Provincetown, Quincy, Randolph,
Raynham, Rehoboth, Rochester, Rockland, Sandwich, Seekonk, Sharon,
Somerset, Stoughton, Swansea, Taunton, Tisbury, Truro, Vineyard Haven,
Wareham, Wellfleet, West Bridgewater, West Tisbury, Westport,
Weymouth, Whitman, Woodshole, Yarmouth
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Appendix 2: Elder Affairs — Application Inbox Forward Routing Information

The table below details the routing information for Elder Affair applications and inquiries
forwarded to new Inboxes through Virtual Gateway. Each Elder Affair Inbox can transfer to
any one of these Inboxes listed (the table references forwarding logic displaying all towns

served by each Inbox):

Elder Affairs Inbox

Towns Served by Inbox

Baypath Elder Services,
Inc.

Sherborn, Ashland, Dover, Framingham, Holliston, Hopkinton, Hudson,
Marlborough, Natick, Northborough, Southborough, Sudbury, Wayland,
Westborough

Boston ElderINFO

Back Bay, Beacon Hill/WestEnd, Boston, Charlestown, Chelsea, Chinatown,
Columbia Point, Dorchester, Downtown Crossing, East Boston, Kenmore
Square, North End, Revere, South Boston, West End, Winthrop, Allston,
Brighton, Fenway, Jamaica Plain, Parker Hill, Roslindale, South Jamaica
Plain, West Roxbury, East Mattapan, Hyde Park, Mattapan, North
Dorchester, Roxbury, South End, West Mattapan

Bristol Elder Services,
Inc.

Assonet, East Freetown, Fall River, Freetown, Somerset, Swansea, Westport,
North Westport, Seekonk, Attleboro, Berkley, Dighton, Mansfield, North
Attleboro, Norton, Raynham, Rehoboth, Taunton

Coastline Elderly Services

Gosnold, Acushnet, Dartmouth, Fairhaven, Marion, Mattapoisett, New
Bedford, North, Dartmouth, Rochester

Elder Services of
Berkshire

Sheffield, Adams, Cheshire, Clarksburg, Florida, Hancock, Lanesborough,
New Ashford, North Adams, Savoy, Williamstown, Alford, Becket, Dalton,
Egremont, Great Barrington, Hinsdale, Lee, Lenox, Monterey, Mount
Washington, New Marlborough, Otis, Peru, Pittsfield, Richmond, Sandisfield,
Stockbridge, Tyringham, Washington, West Stockbridge, Windsor

Elder Services of Cape
Cod

Barnstable, Bourne, Brewster, Cataumet , Centerville, Chatham, Chilmark,
Cotuit, Dennis, Dennisport, East Sandwich, Eastham, Edgartown, Falmouth,
Forestdale , Gay Head, Harwich, Hyannis, Mashpee, Monument Beach,
Nantucket, Oak Bluffs, Orleans, Osterville, Provincetown, Sandwich,
Tisbury, Truro, Vineyard Haven, Wellfleet, West, Tisbury, Woodshole,
Yarmouth, Buzzards Bay, Littlefield

Elder Services Merrimac
Valley

Amesbury, Andover, Boxford, Byfield, Georgetown, Groveland, Haverhill,
Lawrence, Merrimac, Methuen, Newbury, Newburyport, North Andover,
Rowley, Salisbury, West Newbury, Billerica, Chelmsford, Dracut, Dunstable,
Lowell, Tewksbury, Tyngsborough, Westford

Elder Services Worcester
Area

Barre, Gilbertville, Hardwick, New Braintree, Oakham, Rutland, Shrewsbury,
Grafton, Millbury, Auburn, Boylston, Holden, Leicester, Paxton, West
Boylston, Worcester
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Elder Affairs Inbox

Towns Served by Inbox

Franklin County Home
Care Corp

Ashfield, Athol, Bernardston, Buckland, Charlemont, Colrain, Conway,
Deerfield, Erving, Gill, Greenfield, Hawley, Heath, Leverett, Leyden,
Millers’Falls, Monroe, Montague, New Salem, Northfield, Orange,
Petersham, Phillipston, Rowe, Royalston, Sunderland, Turners Falls,
Warwick, Wately, Wendell, Whately, Shelburne, Shutesbury

Greater Lynn Senior
Services

Lynnfield, Saugus, Lynn, Nahant, Swampscott

Greater Springfield Sr
Services

Monson, Palmer, Agawam, East Longmeadow, Hampden, Longmeadow,
Springfield, West Springfield, Wilbraham, Brimfield, East Brimfield,
Holland, Wales

HESSCO

Dedham, Canton, Millis, Norfolk, Plainville, Wrentham, Medfield,
Westwood, Norwood, Foxborough, Sharon, Walpole

Highland Valley Elder
Services

Ambherst, Cummington, Goshen, Hadley, Hatfield, Pelham, Plainfield,
Williamsburg, Chesterfield, Easthampton, Middlefield, Northampton,
Southampton, Westhampton, Worthington, Blandford, Chester, Granville,
Huntington, Montgomery, Russell, Southwick, Tolland, Westfield

Minuteman Senior
Services

Harvard, Acton, Bedford, Boxborough, Burlington, Carlisle, Concord,
Littleton, Wilmington, Lexington, Winchester, Woburn, Lincoln, Maynard,
Stow, Arlington

Montachusett Home Care
Corp

Ashburnham, Ashby, Ayer, Berlin, Bolton, Clinton, Fitchberg, Gardner,
Groton, Hubbardston, Lancaster, Leominster, Lunenberg, Pepperell,
Princeton, Sterling, Templeton, Townsend, Westminster, Winchendon,
Shirley

Mystic Valley Elder
Services

Everett, Malden, Medford, Melrose, North Reading, Reading, Stoneham,
Wakefield

North Shore Elder
Services

Danvers, Marblehead, Middleton, Peabody, Salem

Old Colony Elderly
Services

Abington, Avon, Bridgewater, Brockton, East Bridgewater, Easton, North
Easton, Rockland, Stoughton, West Bridgewater, Whitman, Chilton, Onset,
Wareham, Carver, Duxbury, Halifax, Hanover, Hanson, Kingston,
Marshfield, Pembroke, Plymouth, Plympton, Lakeville, Middleborough

SeniorCare, Inc.

Beverly, Essex, Gloucester, Hamilton, Ipswich, Magnolia, Manchester,
Rockport, Topsfield, Wenham

Somerville Cambridge
Elder Services

Cambridge, Somerville

South Shore Elder
Services

Holbrook, Situate, Braintree, Cohasset, Hingham, Hull, Milton, Norwell,
Quincy, Randolph, Weymouth
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Elder Affairs Inbox Towns Served by Inbox

Springwell Brookline, Newton, Needham, Wellesley, Weston, Belmont, Waltham,
Watertown

Tri-Valley Elder Services | Uxbridge, Bellingham, Blackstone, Douglas, East Douglas, Franklin,
Hopedale, Medway, Mendon, Milford, Millville, Northbridge, Sutton, Upton,
Whitinsville, Brookfield, Charlton, Dudley, East Brookfield, North
Brookfield, Oxford, Southbridge, Spencer, Sturbridge, Warren, Webster,
West Brookfield

WestMass ElderCare, Inc. | Chicopee, Belchertown, Granby, Holyoke, Ludlow, South Hadley, Ware
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Appendix 3: Massachusetts Rehabilitation Commission — Application Inbox Forward

Routing Information

The table below details the routing information for Massachusetts Rehabilitation
Commission applications and inquiries forwarded to new Inboxes through Virtual Gateway.
Each Massachusetts Rehabilitation Commission Inbox can transfer to any one of these
Inboxes listed (the table references forwarding logic displaying all towns served by each

Inbox):

Massachusetts
Rehabilitation
Commission Inbox

Towns Served by Inbox

MRC Brockton Area Office

Abington, Avon, Bridgewater, Brockton, Canton, East Bridgewater, Easton,
Holbrook, North Easton, Rockland, Sheffield, Stoughton, West Bridgewater,
Whitman

MRC Brookline Area Office

Allston, Brighton, Brookline, Fenway, Jamaica Plain, Newton, Parker Hill,
Roslindale, South Jamaica Plain, West Roxbury

MRC Boston Area Office

Back Bay, Beacon Hill/WestEnd, Boston, Charlestown, Chelsea, Chinatown,
Columbia Point, Dedham, Dorchester, Downtown Crossing, East Boston,
Kenmore Square, North End, Revere, South Boston, West End, Winthrop

MRC Cape and the Islands
Area Office

Barnstable, Bourne, Brewster, Cataumet, Centerville, Chatham, Chilmark,
Chilton, Cotuit, Dennis, Dennisport, East Sandwich, Eastham, Edgartown,
Falmouth, Forestdale, Gay Head, Gosnold, Harwich, Hyannis, Mashpee,
Monument Beach, Nantucket, Oak Bluffs, Onset, Orleans, Osterville,
Provincetown, Sandwich, Tisbury, Truro, Vineyard Haven, Wellfleet, West
Tisbury, Woodshole, Yarmouth

MRC Fallriver Area Office

Assonet, East Freetown, Fall River, Freetown, Somerset, Swansea, Westport

MRC Fitchburg Area Office

Ashburnham, Ashby, Ayer, Barre, Berlin, Bolton, Clinton, Fitchberg,
Gardner, Gilbertville, Groton, Hardwick, Harvard, Hubbardston, Lancaster,
Leominster, Lunenberg, New Braintree, Oakham, Pepperell, Princeton,
Rutland, Shrewsbury, Sterling, Templeton, Townsend, Westminster,
Winchendon

MRC Greenfield Area
Office

Amherst, Ashfield, Athol, Bernardston, Buckland, Charlemont, Colrain,
Conway, Cummington, Deerfield, Erving, Gill, Goshen, Greenfield, Hadley,
Hatfield, Hawley, Heath, Leverett, Leyden, Millers’Falls, Monroe, Montague,
New Salem, Northfield, Orange, Pelham, Petersham, Phillipston, Plainfield,
Rowe, Raoyalston, Sherborn, Situate, Sunderland, Turners Falls, Warwick,
Wately, Wendell, Whately, Williamsburg
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Massachusetts
Rehabilitation
Commission Inbox

Towns Served by Inbox

MRC Holyoke Area Office

Chicopee, Belchertown, Chesterfield, Easthampton, Granby, Holyoke,
Ludlow, Middlefield, Monson, Northampton, Palmer, South Hadley,
Southampton, Ware, Westhampton, Worthington

MRC Lawrence Area Office

Amesbury, Andover, Boxford, Byfield, Georgetown, Groveland, Haverhill,
Lawrence, Merrimac, Methuen, Newbury, Newburyport, North Andover,
Rowley, Salisbury, West Newbury

MRC Lowell Area Office

Acton, Bedford, Billerica, Boxborough, Burlington, Carlisle, Chelmsford,
Concord, Dracut, Dunstable, Littleton, Lowell, Tewksbury, Tyngsborough,
Westford, Wilmington

MRC Malden Area Office

Everett, Lexington, Lynnfield, Malden, Medford, Melrose, North Reading,
Reading, Saugus, Stoneham, Wakefield, Winchester, Woburn

MRC Milford Area Office

Uxbridge, Bellingham, Blackstone, Douglas, East Douglas, Franklin, Grafton,
Hopedale, Medway, Mendon, Milford, Millbury, Millis, Millville, Norfolk,
Northbridge, Plainville, Sutton, Upton, Whitinsville, Wrentham

MRC North Adams Area
Office

Adams, Cheshire, Clarksburg, Florida, Hancock, Lanesborough, New
Ashford, North Adams, Savoy, Williamstown

MRC Natick Area Office

Ashland, Dover, Framingham, Holliston, Hopkinton, Hudson, Lincoln,
Marlborough, Maynard, Medfield, Natick, Needham, Northborough, Shirley,
Southborough, Stow, Sudbury, Wayland, Wellesley, Westborough, Weston,
Westwood

MRC New Bedford Area
Office

Acushnet, Buzzards Bay, Dartmouth, Fairhaven, Marion, Mattapoisett, New
Bedford, North Dartmouth, North Westport, Rochester, Wareham

MRC Pittsfield Area Office

Alford, Becket, Dalton, Egremont, Great Barrington, Hinsdale, Lee, Lenox,
Monterey, Mount Washington, New Marlborough, Otis, Peru, Pittsfield,
Richmond, Sandisfield, Shelburne, Stockbridge, Tyringham, Washington,
West Stockbridge, Windsor

MRC Plymouth Area Office

Carver, Duxbury, Halifax, Hanover, Hanson, Kingston, Marshfield,
Pembroke, Plymouth, Plympton

MRC Quincy Area Office

Braintree, Cohasset, Hingham, Hull, Milton, Norwell, Norwood, Quincy,
Randolph, Seekonk, Weymouth

MRC Roxbury Area Office

East Mattapan, Hyde Park, Mattapan, North Dorchester, Roxbury, South End,
West Mattapan

MRC Salem Area Office Beverly, Danvers, Essex, Gloucester, Hamilton, Ipswich, Lynn, Magnolia ,
Manchester, Marblehead, Middleton, Nahant, Peabody, Rockport, Salem,
Swampscott , Topsfield, Wenham
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Massachusetts
Rehabilitation

Commission Inbox Towns Served by Inbox

MRC Somerville Area Arlington, Belmont, Cambridge, Somerville, Waltham, Watertown

Office

MRC Springfield Area Agawam, Blandford, Chester, East Longmeadow, Granville, Hampden,

Office Huntington, Longmeadow, Montgomery, Russell, Southwick, Springfield,
Tolland, West Springfield, Westfield, Wilbraham

MRC Sturbridge Area Brimfield, Brookfield, Charlton, Dudley, East Brimfield, East Brookfield,

Office Holland, Littlefield, North Brookfield, Oxford, Southbridge, Spencer,

Sturbridge, Wales, Warren, Webster, West Brookfield

MRC Taunton Area Office | Attleboro, Berkley, Dighton, Foxborough, Lakeville, Mansfield,
Middleborough, North Attleboro, Norton, Raynham, Rehoboth, Sharon,
Taunton, Walpole
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