
RFI 1682-RFI-PM Appendix E - Family Care Organization and Functional Matrix Updated 08/13/2009

Entity Functions Consumer ADRC Economic 
Support MCO Contracted 

ISP (ICA)

Contracted 
Claims / 

Encounter 
(FSA)

Contracted 
Claims / 

Encounter 
TPA/PBM

Provider DHS
Actuarial 

Firm 
(PWC)

External 
Quality 

Review Org 
(MetaStar)

OCI CMS Current Systems used: Future Systems used:

ADRC responsibilities
6.2.1 Information & Assistance (I&A)
6.2.1.1 Referral Activities x x Local & Vendor systems RFI
6.2.1.2 Pre-Admissions Counseling x x Local & Vendor systems RFI
6.2.1.3 Long-term Care Options Counseling x x Local & Vendor systems RFI
6.2.1.4 Client Advocacy x x Local & Vendor systems RFI
6.2.1.5 Access to Employment Opportunities x x Local & Vendor systems RFI
6.2.1.6 Mental Health and Substance Abuse Services x x Local & Vendor systems RFI
6.2.1.7 Consumer/Client Tracking x x x Local & Vendor systems RFI
6.2.1.8 Short-term Services Coordination x x x Local & Vendor systems RFI
6.2.1.9 Access to Urgent Services x x x Local & Vendor systems RFI
6.2.1.10 Access to Emergency Services x x x Local & Vendor systems RFI
6.2.1.11 Transitional Services for Students and Youth x x x Local & Vendor systems RFI

6.2.2 Functional Screening x x x x FSIA FSIA
6.2.3 Financial Pre-Screening x x x CARES CARES/PPS
6.2.4 Marketing, Outreach, and Public Education x x x Manual Manual
6.2.5 Prevention and Early Intervention x x Local & Vendor systems RFI
6.2.6 Resource Database (Provider Management) x x x x Local & Vendor systems RFI/interChange modified
6.2.7 Data Collection and Survey Support x x Local & Vendor systems RFI
6.2.8 Reporting and Records x x Local & Vendor systems RFI
6.2.9 Cultural Competence and Diversity / Accessibility x x Local & Vendor systems RFI
6.2.10 Access to Public Benefits
6.2.10.1 Waiting List Coordination  (During Transition - short-term) x x x HSRS/Local & Vendor systems PPS
6.2.10.2 Enrollment Consultation x x x x x PPS PPS
6.2.10.3 Elderly Benefits Counseling x x Local & Vendor systems RFI
6.2.10.4 Disability Benefits Counseling x x Local & Vendor systems RFI

6.2.11 Complaints, Appeals and Grievances x x x x C&G EDS Application/MetaStar WITS/SharePoint/RFI
6.2.12 Elder / Adult-at-Risk and Adult Protective Services x x x x Local Systems/WITS WITS/SharePoint/RFI
6.2.13 Consumer Web Access x x x x N/A RFI
6.2.14 Business Operating Management
6.2.14.1 Provider Contract Management x x Manual RFI
6.2.14.2 Quality Assurance / Quality Improvement Process x x Manual RFI
6.2.14.3 Time Keeping/Scheduling x Local & Vendor systems RFI
6.2.14.4 Payroll x Local & Vendor systems RFI
6.2.14.5 Human Resources (benefits, talent management) x Local & Vendor systems RFI
6.2.14.6 Internal Business Operations Contract Management x Local & Vendor systems RFI
6.2.14.7 Basic Financial Systems and Process Management x Local & Vendor systems RFI
6.2.14.8 Financial and Budget Management x Local & Vendor systems RFI
6.2.14.9 Facility Management x Local & Vendor systems RFI
6.2.14.10 Reference Data Management x x x Local & Vendor systems RFI
6.2.14.11 Enterprise Content Management (including images) x N/A RFI
6.2.14.12 Work flow and Communication Management x x N/A RFI
Income Maintenance responsibilities

Financial Eligibility Determination x x x x CARES CARES
Cost Share Determination x x x x CARES CARES
Cost Share Administration x x CARES CARES
Enrollment x x x CARES PPS

MCO responsibilities
6.4.1 Case Management
6.4.1.1 Choice of Providers and Interdisciplinary Teams x x x x Local & Vendor systems RFI
6.4.1.2 Inform Members of the Benefit Package x x x x Local & Vendor systems RFI
6.4.1.3 Electronic Health Record (EHR) Maintenance x x x x N/A or vPrime RFI
6.4.1.4 Member Centered Plan (MCP) (Comprehensive Assessment) x x x x Local & Vendor systems RFI

Future Entity Interactions (data access or part of the workflow) to Functions

Note: Shading indicates primary responsibility (ownership) for interaction with others

`
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Future Entity Interactions (data access or part of the workflow) to Functions

6.4.1.5 Service Pre-authorization x x x x x Local & Vendor systems RFI
6.4.1.6 Service Coordination x x x x Local & Vendor systems RFI

6.4.2 Quality Assurance / Quality Improvement Process
6.4.2.1 Development of QM plan and Infrastructure x x Manual, Local & Vendor systems RFI
6.4.2.2 Performance Monitoring (e.g. Service Utilization) x x Manual, Local & Vendor systems RFI
6.4.2.3 Monitor and assess Care Management Quality x Manual, Local & Vendor systems RFI
6.4.2.4 Monitor Critical Incidents x Manual, Local & Vendor systems RFI
6.4.2.5 Monitor Appeals and Grievances x Manual, Local & Vendor systems RFI
6.4.2.6 Monitor Fraud and Abuse x Manual, Local & Vendor systems RFI
6.4.2.7 Monitor Data Quality and Data Integrity Audits x Manual, Local & Vendor systems RFI

6.4.3 Financial Risk Management
6.4.3.1 Financial and Budget Management (risk, liability) x x Local & Vendor systems RFI
6.4.3.2 Financial Planning (Cash Flow, Budgeting, Forecasting, 

Financial Statement Reporting)
x x Local & Vendor systems RFI

6.4.3.3 Enrollment Reconciliation x x x CARES, InterChange, Manual RFI
6.4.3.4 Capitation Payment Processing x x Local & Vendor systems RFI
6.4.3.5 Member Share Collections and Tracking x x x Local & Vendor systems RFI
6.4.3.6 Member Share Reporting x x Local & Vendor systems/Encounter RFI/Encounter

6.4.4. Incident Tracking
6.4.4.1 Client Incident Tracking and Reporting x x x x Local & Vendor systems WITS/SharePoint/RFI
6.4.4.2 Complaints, Appeals and Grievances x x x x C&G EDS Application/MetaStar WITS/SharePoint/RFI
6.4.4.3 Elder / Adult-at-Risk and Adult Protective Services x x x x Local Systems/WITS WITS/SharePoint/RFI

6.4.5 Outcomes Tracking/Evaluation x x x x Local & Vendor Systems/MetaStar RFI
6.4.6 Customer Service
6.4.6.1 Internal Advocacy x N/A N/A
6.4.6.2 External Advocacy Relations x x N/A N/A
6.4.6.3 Member Informational Materials x x x N/A N/A
6.4.6.4 Provider Inquiry x x Manual, Local & Vendor systems Manual/RFI

6.4.7 Member Registration x x Local & Vendor systems RFI
6.4.8 Enrollments and Disenrollments x x x x CARES PPS
6.4.9 Access to CARES Data x x CARES PPS
6.4.10 Member Recertification x x x x x FSIA FSIA
6.4.11 Functional Screen x x x x FSIA FSIA
6.4.12 Provider Management (Provider and Resource database)
6.4.12.1 Provider Maintenance (demographics, taxonomy, certifications 

or licensing requirements)
x x x Local & Vendor systems RFI/interChange modified

6.4.12.2 Provider Contract Management x x x Local & Vendor systems RFI/interChange modified
6.4.12.3 Provider Network Development x x x Local & Vendor systems RFI/interChange modified

6.4.13 Claims Processing x x TPA, Local & Vendor systems TPA RFP
6.4.14 Claims Encounter Reporting x x x TPA, Local & Vendor systems TPA RFP/Encounter
6.4.15 MCO as a Service Provider
6.4.15.1 Inventory Control (DME, DMS, e.g. diapers) x N/A Local & Vendor systems RFI
6.4.15.2 Internal Service Capacity (staffing, scheduling) x N/A Local & Vendor systems RFI

6.4.16 Data Collection x x x x Local & Vendor systems RFI
6.4.17 Survey Support x x x Local & Vendor systems RFI
6.4.18 Federal Reporting (CMS Encounter/MDS) x x x x Local & Vendor systems RFI
6.4.19 Business Intelligence Adhoc Reporting x Local & Vendor systems RFI
6.4.20 Pharmacy Benefit Management x x x x Local & Vendor systems RFI
6.4.21 Pharmacy Management x Local & Vendor systems RFI
6.4.21.1 Dispensing Management (e.g. labeling, billing, ...) x Local & Vendor systems RFI
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6.4.22 Local Policy Development x x x N/A N/A
6.4.23 Business Operating Management
6.4.23.1 Time Keeping/Scheduling x Local & Vendor systems RFI
6.4.23.2 Payroll x Local & Vendor systems RFI
6.4.23.3 Human Resources (benefits, talent management. Case 

management competencies)
x Local & Vendor systems RFI

6.4.23.4 Internal Business Operations Contract Management x local & modified vendor systems RFI
6.4.23.5 Basic Financial Systems and Process Management x Local & Vendor systems RFI
6.4.23.6 Facility Management x Local & Vendor systems RFI
6.4.23.7 Business Continuity and Disaster Planning x Local & Vendor systems RFI
6.4.23.8 Electronic Funds Transfer (for Payables and Receivables) x x x x Local & Vendor systems RFI
6.4.23.9 IT Systems Inventory, Support, and Administration x Local & Vendor systems RFI
6.4.23.10 Benefit Plan Maintenance x Manual, Local & Vendor systems RFI
6.4.23.11 Reference Data Management x x x Manual, Local & Vendor systems RFI
6.4.23.12 Enterprise Content Management (including images) x N/A RFI
6.4.23.13 Data and Record Management x Manual, Local & Vendor systems RFI
6.4.23.14 Work flow and Communication Management x x N/A RFI
Self-Directed Supports Waiver (IRIS)

Case Management
Individual Service and Support Plan (ISSP) x x x ICA RFI

Tracks Member Recertification x x x x x FSIA FSIA
Verify MA Eligibility/Enrollment Reconciliation x x CARES PPS/RFI
Financial Reconciliation

Member Share Collections x x x CARES, Local Systems RFI
Member Share Encounter x x CARES, Local Systems RFI

Claims x x x FSA TPA RFP
Encounter Reporting x x FSA TPA RFP
Incident Tracking

Complaints, Appeals and Grievances x x x ICA WITS/SharePoint/RFI

Business Operating Management
Payroll x x x FSA RFI
Financial (taxes and paperwork requirements) x x FSA RFI
Quality Assurance / Quality Improvement Process x x x x FSA RFI

DHS Program responsibilities
6.6.1 Program Implementation
6.6.1.1 Contract Development and Maintenance x Manual and Local Systems RFI
6.6.1.2 MCO Procurement x Manual and Local Systems RFI
6.6.1.3 Certification/Recertification x x x Manual and Local Systems SharePoint/RFI
6.6.1.4 Technical Assistance x Manual and Local Systems Manual/SharePoint/RFI
6.6.1.5 External Advocacy / Ombudsman Program Management x N/A N/A
6.6.1.6 Develop IDT Materials and Other Training x x Manual Manual/SharePoint/RFI

6.6.2 Program Oversight - Clinical
6.6.2.1 Quality Compliance Review (QCR) x x x MetaStar RFI/MetaStar
6.6.2.2 Performance Improvement Project (PIP) Validation x x x MetaStar RFI/MetaStar
6.6.2.3 Care Management Review (CMR) x x x MetaStar RFI/MetaStar
6.6.2.4 Standard Certified Assessment Maintenance x x x Local & Vendor systems RFI
6.6.2.5 Issue Tracking and Resolution x Local & Vendor systems RFI
6.6.2.6 Submit/Access QM Plan x x x Manual and Local Systems RFI
6.6.2.7 Data Audits x x x Manual and Local Systems RFI
6.6.2.8 Performance Monitoring x x Manual and Local Systems RFI
6.6.2.9 Workforce Development and provider capacity x Manual and Local Systems RFI
6.6.2.10 Provider Quality x x x Manual and Local Systems RFI
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6.6.2.11 Provider Credentialing/Background checks (for regulated 
Providers)

x x x Manual and Local Systems RFI

6.6.2.12 Respond to Ad Hoc Reports x x x Manual and Local Systems RFI
6.6.2.13 Data Governance x x x N/A N/A
6.6.2.14 Code Committee x x x Manual and Local Systems RFI
6.6.2.15 Maintains ADRCs' I&A Categories x x Manual and Local Systems RFI

6.6.3 Program Oversight - Financial
6.6.3.1 Fiscal Analysis x x Manual and Local Systems RFI
6.6.3.2 Solvency Monitoring x x x Manual and Local Systems RFI
6.6.3.3 Fiscal Performance Monitoring x x Manual and Local Systems RFI
6.6.3.4 Business Plans Submission x x x Manual and Local Systems RFI
6.6.3.5 Financial Statements Submission/Access x x x x Manual and Local Systems RFI
6.6.3.6 Financial Audits x x x Manual and Local Systems RFI
6.6.3.7 Tracking Expenditures x x Manual and Local Systems RFI

6.6.4 Communication Management
6.6.4.1 Public Relations x x x x x N/A N/A
6.6.4.2 Stakeholder Relations x x x x x N/A N/A
6.6.4.3 Federal Relations (obtain authorization and approval)
6.6.4.3.1 - Federal Relationship (advocacy, policy consultation) x Manual and Local Systems RFI
6.6.4.3.2 - Federal Reporting x Manual and Local Systems RFI
6.6.4.3.3 - Contract Rates Submission x Manual and Local Systems RFI
6.6.4.3.4 - Waiver Renewals x Manual and Local Systems RFI
6.6.4.3.5 - Contract Compliance x Manual and Local Systems RFI

6.6.5 Fiscal Operations
6.6.5.1 Budget, Trend Factors, Projected Service Cost x Manual and Local Systems RFI
6.6.5.2 Capitation Administration x CARES, InterChange PPS, CARES, InterChange
6.6.5.3 Rate Development x x Manual and Local Systems RFI
6.6.5.4 Develop and Maintain ADRC Cost Model x x Manual and Local Systems RFI/Manual

6.6.6 Incident Tracking
6.6.6.1 Client Incident Tracking and Reporting x x x x x Manual Quarterly reports WITS/SharePoint/RFI
6.6.6.2 Complaints, Appeals and Grievances x x x x x x C&G EDS Application/MetaStar WITS/SharePoint/RFI

6.6.7 Business Operating Management
6.6.7.1 Policy and Procedure Development x x x x x N/A N/A
6.6.7.2 Communications Development x Manual and Local Systems RFI
6.6.7.3 Financial and budget Management (risk, liability) x Manual and Local Systems RFI
6.6.7.4 Enterprise Content Management (including images) x Manual and Local Systems RFI
6.6.7.5 Work flow and Communication Management x Manual and Local Systems RFI

6.6.8 Data Collection and Verification x x x Encounter Reporting and DSS DW Encounter Reporting and DSS DW
6.6.9 Data Storage and Business Intelligence x x x x DSS DW, InterChange, Encounter DW. DSS DW, InterChange, Encounter DW.
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