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CCM Member and CCM Family Feedback 

CCM Families asked for more information about the CARES for Kids program.

OLTSS Response: CARES For Kids is a targeted case management service that went live in July 2023. It provides family-centered care coordination for children and youth with complex medical and social needs. The program is not only available to CCM members, but also for any pediatric members under the age of 21. Outpatient providers can enroll with this program, and if members work with these outpatient providers, they can receive additional care management services. 

CCM Families asked how CCM is filling the care management needs that are not being met for families since the C4M program is not moving forward at this time. 
OLTSS Response: MassHealth continues to work closely with CCM and the CCM clinical social workers to provide as much support as possible to members and families. We are not in a position to be able to expand supports right now due to budgetary constraints. 

CCM Families asked how CCM educates providers about the CCM program, as well as other MassHealth programs for children with medical complexities.  There are pediatric providers who are not aware of these programs, especially the CARES for Kids program.  

OLTSS Response: CCM has done outreach to inpatient facilities to educate about the CCM program, but has not provided similar education to outpatient providers. CCM does not provide education to providers on the CARES for Kids program because it is managed by another team. MassHealth can provide feedback to this team about providers who are not aware of the program. 

CCM Families asked, is there information on what services the Cares For Kids Program offers?

OLTSS Response: Additional information about the CARES for Kids Program and the specific care coordination services included in the program can be found under the CARES for Kids Frequently Asked Questions page on mass.gov. 

CCM Families asked for an explanation of what the proposed C4M program would include.

OLTSS Response: MassHealth is unable to move forward with the C4M launch as planned due to the current budget climate. There is also a pause on expanding or creating MassHealth programs. The C4M program had been designed to provide comprehensive care coordination and case management supports to CCM members and families. 

CCM Families asked for an update on the status of a potential CCA flex program. Families shared that this would help alleviate some of the strain caused by unfilled nursing hours.

OLTSS Response: Given the current moratorium on increasing rates and establishing new programs, we are not able to institute a CCA flex program at this time. MassHealth will still reviewdata on the PCA Option program. 

CCM Families asked if MassHealth can create some kind of permission that enables agencies to let CCAs work more than 40 hours a week. Families shared that some agencies won’t allow them to work more than 40 hours a week because there is no overtime rate, even if the family is authorized for more than 40 hours a week. 

OLTSS Response: There is not currently an overtime rate for CCA services, and it is our understanding that because of this most agencies will not allow CCAs to work more than 40 hours. An overtime rate would be considered a program expansion, and can’t be pursued at this time due to budgetary constraints. Members and families with over 40 hours of CCA authorized can split their hours between multiple agencies or hire multiple CCAs to fill the hours.

CCM Families asked about the difference between the independent nurse (IN) skill sheet that MassHealth is proposing to require for all INs and what they currently complete on the CCM Nurse Directory.

OLTSS Response: MassHealth still expects INs who are enrolled in the CCM Nurse Directory to complete their profiles accurately, but INs are not required to enroll in the Directory. Although many INs are enrolled in the Directory, we know that not all of them are. MassHealth is proposing to collect this data at enrollment to ensure that experience data is available to all members for all INs.
CCM Families expressed concerns about proposed changes to eligibility requirements in the independent nurse program and asked if these changes will definitely go into effect. Families requested that decisions about whether or not to hire a nurse be left up to the families to make.

OLTSS Response: The intent of the proposed changes is to address quality of care and safety and to ensure that enrolled nurses have the support they need in place to provide services. MassHealth is reviewing testimony on these proposed changes and cannot comment further on the proposed changes at this time.

CCM Families asked about a March survey looking for feedback from CCM members who use the DDS home and community-based waiver program. Families asked why that survey can still be conducted given the budget moratorium. Families shared that it was very challenging to participate in the survey.

OLTSS Response: The survey is federally funded and mandated and is managed by the MassHealth waiver team.  MassHealth will follow-up with members who had challenges so that feedback can be given to the team who conducted the survey.

CCM Families asked whether there could be a waiver program for CCM members to be able to access funding and hire their own staff, like the self-direction function of the DDS waiver. 

OLTSS Response: MassHealth has previously explored home and community based (HCBS) waiver options for the CCM population. A waiver would require funding, so cannot be pursued at this time. It is also important to note that members can only be in one HCBS waiver at a time. If there is an opportunity for funding and expansion in the future, MassHealth would work in partnership with members and families on how that funding should be allocated. Options that have previously been discussed would be a waiver that might only be available to some members, expansion of rates across the board, or some kind of add-on acuity rate.

CCM Families asked whether enrolling in a HCBS waiver would impact CCM services or enrollment in the Kaileigh Mulligan program. 

OLTSS Response: No. Members can be in CCM and be in an HCBS waiver. Kaileigh Mulligan is an eligibility pathway and does not impact access to HCBS waiver or CSN services. 

CCM Families asked if CSN nurses can stay with a member in the emergency room until they are admitted, especially in the case where the emergency room is just treating a specific, emergent issue and not any of the member’s other medical needs. 

OLTSS Response: MassHealth can reimburse CSN services until the time that a hospital assumes care for a member and providers have been assigned. At this point, the services would be considered duplicative. MassHealth can take this back for further discussion and provide additional guidance.

CCM Families asked about whether concerns about duplication of services impacts other types of medical appointments when a doctor is providing care and the CSN nurses are present, or if a family member is present and actively working as a CCA.

OLTSS Response: MassHealth will take this back for further discussion and provide additional guidance.

CCM Families asked if a hospital assumes liability if medications are not provided on time or if a seizure happens while a member is in the care of a hospital, and if not, who holds the liability. 

OLTSS Response: MassHealth can take this back for further discussion and provide additional guidance.

OLTSS asked whether families have experienced long observation stays in the Emergency Department, as this is a trend that has been observed in hospitals recently.

CCM Families shared that they have experienced long observation stays in the ED but are not sure how these are billed by the hospitals.

CCM Families asked if the proposed changes in CSN provider regulations mean that families would be able to “roll over” CCA hours from weeks that they don’t/can’t use them to be used later in the PA period.

OLTSS Response: This is the intent of the proposed changes to the regulations. The proposed effective date for these regulations is September 15th. MassHealth will reach out to families when the regulations go into effect.

CSN Families asked if they can still provide feedback on the proposed regulations.

OLTSS Response: The public comment period for the CSN rate regulations and both provider regulations closed on April 29th at 5pm. 

CCM Families asked, is the state budget is going to impact CSN services that families are currently eligible for?

OLTSS Response: The current budget is not going to impact current CSN services that are in the state plan. If CCM determines that services are medically necessary, the budget will not have any impact on these services. If members can fill all their authorized state plan services, those services will be paid for regardless of the budget.

CCM Families asked why there can’t be an option to provide CCA flex in place of unfilled nursing hours. CCM families expressed that this shouldn’t be a matter of budget limitations since those nursing hours were already authorized and would cost more if they were actually filled.

OLTSS Response: The budget is established based on utilization in the previous year, not on total assessed units. If members filled all their nursing hours, the services would be covered regardless of the budget, but it may impact other budgets/programs in the state.

CCM Families asked if there has been any thought about increasing the number of training hours available being based on the number of hours a member is authorized for, or additional complexities such as communication challenges that may delay or prolong the training process.

OLTSS Response: Expanding training time hours available would be considered a program expansion which we are not able to pursue at this time due to the budget moratorium.

CCM Families asked, can an agency use accumulated unused hours up to the amount they are authorized for to pay for additional training time?

OLTSS Response: MassHealth can take this back for further discussion and share back with families.
