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 P-00629A (11/2015) 

NEW ADRC STAFF ORIENTATION PLAN  

Office for Resource Center Development Contact Name Phone Number Email                                                                                          
                  
   TOPIC LEAD/ 

TRAINER 
SUPPORTING DOCUMENTATION/LINKS COMPLETE/PROVIDED? 

 
DATE  

COMPLETED 
1. History and Mission 

• History and Mission  
• ADRC Locations/Map 
 

 • ADRC Vision  
• What is an ADRC? 
• U.S. Government Recognition of ADRCs Press Release 
• 1998 Family Care Proposal (pgs. 1-12) 
• ADRC Map 
• ADRC Expansion Map 
• ADRC Fast Facts  
• Video: Introduction to ADRCs  
• Webcast: ADRC Mission & Philosophy 
• 2011 Status Report 

⧠ ADRC Vision 
⧠ What is an ADRC? 
⧠ Press Release 
⧠ FC Proposal (pgs. 1-12) 
⧠ ADRC Map 
⧠ ADRC Expansion Map  
⧠ ADRC Fast Facts 
⧠ Video: Intro to ADRCs 
⧠ Webcast: Mission/Philosophy 
⧠ 2011 Status Report 

  

2. Contract   
• Contract Purpose 
• Why it’s important to 

read 

 • ADRC Contract 
 

⧠ Contract received 
⧠ Contract reviewed 

 

3. Overview of Services 
• Transitional Services 
• Short Term Service 

Coordination 
• Access to Emergency 

Services  
(Note: Use Status Report for 
Talking Points) 
 
* Information & Assistance, 
Options Counseling, Access 
to Public Funded LTC and 
Benefits Counseling are 
covered in separate 
sections. 

 • 2011 Status Report (pgs. 4-6) 
• Living My Dream  
• Ensuring that Short-Term Service Coordination is 

Time Limited 
 

⧠ 2011 Status Report (pgs. 4-6) 
⧠ Living My Dream 
⧠ Ensuring Short-Term Service 

Coordination  
 

 

https://www.dhs.wisconsin.gov/adrc/pros/opsguide-2.htm
https://www.dhs.wisconsin.gov/publications/p0/p00088a.pdf
https://www.dhs.wisconsin.gov/sites/default/files/legacy/LTCare/History/8-98prop.pdf
https://www.dhs.wisconsin.gov/adrc/pros/adrc-mapw-pop.pdf
https://www.dhs.wisconsin.gov/adrc/pros/ardc-expansion-map.pdf
http://dhsmedia.wi.gov/main/Viewer/?peid=d0498afb-856f-4943-ab09-b04e19c26fcb
http://dhsmedia.wi.gov/main/Viewer/?peid=88aa2533ea8949ae923881ffd34bb8c5&autoStart=true
http://www.dhs.wisconsin.gov/publications/P0/p00251_2011.pdf
https://www.dhs.wisconsin.gov/adrc/pros/2015adrccontract.pdf
http://www.dhs.wisconsin.gov/publications/P0/p00251_2011.pdf
https://www.dhs.wisconsin.gov/adrc/pros/youth.htm
https://www.dhs.wisconsin.gov/adrc/pros/pandp-shortterm.pdf
https://www.dhs.wisconsin.gov/adrc/pros/pandp-shortterm.pdf
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 TOPIC LEAD/ 
TRAINER 

SUPPORTING DOCUMENTATION/LINKS COMPLETE/PROVIDED? DATE 
COMPLETED 

4. Medicaid Time Reporting   
• Time Reporting 

Requirements 
• Available Resources   
• Time Reporting Effect 

on ADRC Budget 

 • 100% Time Reporting Tool  
• 100% Daily Activity Log 
• 100% Daily Activity Log for ADRC DCS Staff (if 

applicable) 
• 100% Daily Activity Log Summary 

⧠ Time Reporting Tool 
⧠ Daily Activity Log 
⧠ Daily Activity Log for DCS (if 

applicable)  
⧠ Daily Activity Log Summary 

 

5. Information & Assistance 
and Options Counseling 
• Unbiased Counseling  
• Decision Support 
• Home Visits 
• Follow-Up 
• Documentation  
• Current Community 

Resources and 
Materials 

• Coaching and Feedback  
 

 • I&A Program Development and Implementation   
• Information & Assistance Follow-Up Policy 
• Orientation Manual I&A and Options Counseling 
• Options Counseling Initial Discovery Training Guide 
• Next Steps: My Planning Guide 
• Next Steps 
• Options Counseling Tip Card 
• Considering a Move? A Cost Calculator Can Help 
• Wisconsin AIRS 
 
• Webcasts/Online Modules 

• Introduction to AT Kits for ADRCs 
• Introduction to Ombudsman     
        Programs 
• Introduction to Legal Decision         
        Making Tools 
• Dementia and Alzheimer's   
        Disease 

 
• Information and Assistance (Web Modules) 

• Introduction to Assisted Living 
• Introduction to Assistive Technology 
• Serving People Who are Blind or Visually 

Impaired 
• Supporting People with Developmental 

Disabilities 
• Supporting People with Physical Disabilities 
• Working with Older Adults  
• Intro to Medicare Part A and B 

⧠ I&A Development and 
Implementation  

⧠ I&A Follow-Up Policy   
⧠ Orientation Manual  
⧠ Training Guide 
⧠ Next Steps: My Planning Guide 
⧠ Next Steps 
⧠ Options Counseling Tip Card 
⧠ Cost Calculator 
⧠ Wisconsin AIRS 
 
⧠ Intro to AT Kits for ADRCs 
⧠ Intro to Ombudsman Programs 

 
⧠ Intro to Legal Decision Making 

Tools 
⧠ Dementia and Alzheimer’s   
 
 
 
⧠ Intro to Assisted Living 
⧠ Intro to Assistive Technology 

 

⧠ Serving People Who are Blind 
or Visually Impaired 

⧠ Supporting People w/ DD 
 

⧠ Supporting People w/ PD 
⧠ Working With Older Adults 
⧠ Medicare Part A and B 

 

http://www.dhs.wisconsin.gov/LTCare/adrc/professionals/referencetools/reporting/100TimeReportingTool.doc
http://www.dhs.wisconsin.gov/LTCare/adrc/professionals/referencetools/reporting/100TimeLogDaily.pdf
http://www.dhs.wisconsin.gov/LTCare/adrc/professionals/referencetools/reporting/100TimeLogSummary.pdf
http://www.dhs.wisconsin.gov/ltcare/adrc/professionals/referencetools/rcdta/rcd0802.pdf
https://www.dhs.wisconsin.gov/adrc/pros/pandp-iafollowup.pdf
https://www.dhs.wisconsin.gov/publications/p0/p00497.pdf
https://www.dhs.wisconsin.gov/publications/p0/p00496.pdf
https://www.dhs.wisconsin.gov/publications/p0/p00498.pdf
https://www.dhs.wisconsin.gov/forms/f0/f00888.pdf
https://www.dhs.wisconsin.gov/forms/f0/f00780.pdf
https://www.dhs.wisconsin.gov/publications/p0/p00546.pdf
http://www.wisconsinairs.com/
http://dhsmedia.wi.gov/main/Play/d681321c70bf4ad0ba5182fd39fc20651d
http://dhsmedia.wi.gov/main/Play/672de052f18f469ab8ed61840fc77cd01d
http://dhsmedia.wi.gov/main/Play/672de052f18f469ab8ed61840fc77cd01d
http://dhsmedia.wi.gov/main/Play/bbaf153446834be1bf26123b9a25ddcf1d
http://dhsmedia.wi.gov/main/Play/bbaf153446834be1bf26123b9a25ddcf1d
http://dhsmedia.wi.gov/main/Play/51683547-2935-4be8-b5dc-5728062bba37
http://dhsmedia.wi.gov/main/Play/51683547-2935-4be8-b5dc-5728062bba37
http://www.dhs.wisconsin.gov/aging/information.htm
https://connect.wisconsin.gov/dhsassistedliving/
https://connect.wisconsin.gov/dhsassistivetechnology/
https://connect.wisconsin.gov/dhsservingblind/
https://connect.wisconsin.gov/dhsservingblind/
https://connect.wisconsin.gov/dhsadrcsupportingdevelopmental/
https://connect.wisconsin.gov/dhsadrcsupportingdevelopmental/
https://connect.wisconsin.gov/dhsadrcsupportingphysical/
https://connect.wisconsin.gov/dhsadrcworkingolder/
http://dhsmedia.wi.gov/main/SilverlightPlayer/Default.aspx?peid=2f6f0441f02d46538ddf6c2a2c6e92b2&autoStart=true
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• Intro to Medicare Part C and D 
• Intro to Medicare Cost Savings Plan 

 
• Motivational Interviewing Series  

• Session 1 
• Session 2 
• Session 3 
• Session 4 

 
• Options Counseling Toolkit  

• Communication Module 

⧠ Medicare Part C and D 
⧠ Medicare Cost Savings Plan 
 
 
⧠ Motivational Interviewing1 
⧠ Motivational Interviewing2 
⧠ Motivational Interviewing3 
⧠ Motivational Interviewing4 

 
⧠ Options Counseling Toolkit 
⧠ Communication Module 

 TOPIC LEAD/ 
TRAINER 

SUPPORTING DOCUMENTATION/LINKS COMPLETE/PROVIDED? DATE 
COMPLETED 

6. Enrollment/ 
Disenrollment 
Counseling  
• Enrollment Counseling  
• Disenrollment 

Counseling  
• Interactions with MCOs 

and ICAs  
 

 Long Term Care Programs 
• Webcast: Intro to LTC Enrollment Counseling 
• Video: Enrollment Counseling: A Focus on Family 

Care and IRIS 
• Video: Enrollment Counseling: Family Care, 

Partnership, PACE and IRIS 
• Video: Enrollment Counseling: Family Care, 

Partnership and IRIS 
• Enrollment Counseling Publications 
       
Access/Enrollment Evaluation 
• Access and Enrollment Evaluation Report 
• Power Point: From Research to Practice: How to 

Deliver the Best Possible Enrollment Experience    
 
Disenrollment Counseling  
• Ops Guide: Disenrollment Counseling  
 
 
 

 

⧠ Webcast: Intro to LTC 
Enrollment Counseling 

⧠ Video: Enrollment Counseling: 
A Focus on FC & IRIS 

⧠ Video: Enrollment Counseling: 
FC, Partnership, PACE & IRIS  

⧠ Video: Enrollment Counseling: 
FC, Partnership & IRIS  

⧠ Enrollment Counseling 
Publications  

 
⧠ Access/Enrollment Evaluation 

Report 
⧠ Power Point: How to Deliver 

the Best Enrollment 
Experience 

 

⧠ Ops Guide: Disenrollment 
Counseling  

 

 
 

 

 TOPIC LEAD/ 
TRAINER 

SUPPORTING DOCUMENTATION/LINKS COMPLETE/PROVIDED? DATE 
COMPLETED 

http://dhsmedia.wi.gov/main/SilverlightPlayer/Default.aspx?peid=f3f43dda498f4fae8ca25d2a962f1c13&autoStart=true
http://dhsmedia.wi.gov/main/SilverlightPlayer/Default.aspx?peid=f55fd1497a934acabca6c6f044804196&autoStart=true
http://dhsmedia.wi.gov/main/Catalog/pages/catalog.aspx?catalogId=1e66b9cc-d5db-4fc3-bdc0-6a54eb7eeb84
http://dhsmedia.wi.gov/main/Viewer/?peid=ca51ad3715ac44838b05977dfa8323d0
http://dhsmedia.wi.gov/main/Viewer/?peid=229a0c98d81a46fa8ec05557c12b7401
http://dhsmedia.wi.gov/main/Viewer/?peid=991a85b3dd5e416c93969b871c562277
http://dhsmedia.wi.gov/main/Viewer/?peid=fd6258912a4941a28b77a2fad5f3e7d3
http://www.dhs.wisconsin.gov/ltcare/adrc/professionals/policyprocedures/opsguide/ch6/options.htm
http://www.adrc-tae.org/documents/comm_module.pdf
http://dhsmedia.wi.gov/main/Play/6b6af37d00a745298b3cb1447b7e22a21d
http://dhsmedia.wi.gov/main/Play/88a7af2f033146508cc0ed60b9731e101d
http://dhsmedia.wi.gov/main/Play/88a7af2f033146508cc0ed60b9731e101d
http://dhsmedia.wi.gov/main/Play/2eb9a378322a4c88b169d543a9676d801d
http://dhsmedia.wi.gov/main/Play/2eb9a378322a4c88b169d543a9676d801d
http://dhsmedia.wi.gov/main/Play/01ad6834b8ed47ad9f27dfa2a996bafe1d
http://dhsmedia.wi.gov/main/Play/01ad6834b8ed47ad9f27dfa2a996bafe1d
https://www.dhs.wisconsin.gov/adrc/pros/enroll-counseling.htm
https://www.dhs.wisconsin.gov/adrc/pros/publications.htm
https://www.dhs.wisconsin.gov/adrc/pros/disenrollcounseling.pdf
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7. Medicaid Systems and 
Processes  
• Collaboration with 

Income Maintenance 
• How to Request and 

End 
Systems/Application 
Access for Staff 

• Enrollment and 
Disenrollment Processes   

 

 Collaboration with Income Maintenance  
• Wisconsin IM Consortia Information and Map 
 
Systems Access Requests  
• CARES Automated Systems Access Request 
• CARES Automated Systems Access Request 

Instructions 
• Agency Data Security Staff User Agreement  
• FHiC Partner Portal Access Resource Center Role 
• FHiC Partner Portal Access Resource Enrollment 

Center Role  
 
Enrollment Streamlining  
• Training: Enrollment Streamlining  (Passcode: 

EST1234)  
• Enrollment/Disenrollment Process Chart 
 
Enrollment and Disenrollment Processes  
• New IRIS Enrollment Process  
• MCO to IRIS Enrollment Process  

 

⧠ IM Consortia Information Map  
 
 
⧠ CARES Automated Systems  
⧠ Access Request 
⧠ CARES Automated Systems 

Access Request Instructions 
⧠ Staff User Agreement  
⧠ FHiC Resource Center Role 
⧠ FHiC Resource Enrollment 

Center Role 
 
 

⧠ Training: Enrollment 
Streamlining 

⧠ Enrollment/Disenrollment 
Process Chart   

 

⧠ New IRIS Enrollment Process 
⧠ MCO to IRIS Enrollment 

Process  

 

8. Long Term Care 
Functional Screen  
• Overview of the LTC FS 
• Becoming a Certified 

Screener  
• The Role of the Screen 

Liaison  
• LTC FS Quality 

Assurance  
 

 • The Adult LTC FS Screen Liaison 
• LTC FS Quality Assurance 
• Adult LTC Functional Screen Transfers   
• Ops Guide: LTC FS Re-Screening Guidelines for 

ADRCs 
• Certification Course  
• Human Services System Gateway  
• Wisconsin's Functional Screen Webpage 
 

⧠ LTC FS Screen Liaison  
⧠ LTC FS Quality Assurance 
⧠ Functional Screen Transfers  
⧠ Ops Guide: LTC FS Guidelines  

 
⧠ Certification Course  
⧠ HS System Gateway  
⧠ LTC FS Webpages 
 
 
 
 
 
 

 

 TOPIC LEAD/ 
TRAINER 

SUPPORTING DOCUMENTATION/LINKS COMPLETE/PROVIDED? DATE 
COMPLETED 

http://www.dhs.wisconsin.gov/forwardhealth/imagency/consortia.htm
https://www.dhs.wisconsin.gov/forms/f0/f00476.docx
https://www.dhs.wisconsin.gov/forms/f0/f00476a.pdf
https://www.dhs.wisconsin.gov/forms/f0/f00476a.pdf
https://www.dhs.wisconsin.gov/forms/index.htm?search=F-00639&division=All&=Apply
https://connect.wisconsin.gov/est/
https://www.dhs.wisconsin.gov/adrc/pros/opguidefs-implementation1.pdf
https://www.dhs.wisconsin.gov/adrc/pros/opguidefs-implementation1.pdf
https://wss.ccdet.uwosh.edu/stc/dhsfunctscreen/psciis.dll?linkid=686085&mainmenu=DHSFUNCTSCREEN&top_frame=1
https://hssgateway.dhs.wisconsin.gov/
https://www.dhs.wisconsin.gov/functionalscreen/index.htm
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9. Benefit Counseling 
Services 
• Program Overview and 

History 
• ADRC and Aging Unit 

Responsibilities  
• Scope of Services  

 

 Disability Benefit Specialist  (use following as applicable 
for new ADRC staff’s position) 
• DBS Program Brochure 
• DBS Policies and Procedures 
• DBS Scope of Services Publication 
 
Elderly Benefits Specialists  
• EBS Program Brochure 
 
To Review on Your Own: 
• DBS Webpage 
• EBS Webpage 

 
 

⧠ DBS Program Brochure 
⧠ DBS Policies and Procedures 
⧠ DBS Scope of Services 

Publication 
 
⧠ EBS Program Brochure 
 
 
⧠ DBS Webpage 
⧠ EBS Webpage  

 

10. Governing Board 
• Governing Board Duties 
• How to Develop Your 

Board 
 

 • ADRC Contract (pgs. 40-44) 
• Info Bulletin #16: ADRC Governing Boards  
• Duties of the ADRC Governing Board 
• Key Issues for ADRC Governing Boards 
• Identification of Unmet Needs 
• Data and Information for ADRC Governing Boards 

⧠ ADRC Contract (pgs. 40-44) 
⧠ Info Bulletin #16 
⧠ Duties of the Governing Board 
⧠ Key Issues for Governing 

Boards 
⧠ Identification of Unmet Needs 
⧠ Data & Information for Boards 

 

11. Client Tracking and 
Resource Database  
• Importance of Data 
• Consistency Across all 

ADRCs 
• Client Tracking Lead 
• RQS Access to 

Databases 
• Resource Database  

 • Inclusion and Exclusion Guidelines 
• Style Guide for SAMS-IR (if applicable) 
• AssistGuide Tips (if applicable) 
 
 

⧠ Inclusion/Exclusion Guidelines 
⧠ Style Guide (if applicable) 
⧠ AssistGuide Tips (if applicable) 
 
 

 

12. Activity and Encounter 
Reporting  
• Activity Reporting 

Definitions 
• Importance of 

Consistency and 
Standardization  

• Encounter Data and 
SAMS 

 • Activity Reporting Definitions 
• ADRC Reporting Codes 
• Encounter New User Request Form  
• Encounter Data and SAMS 
• Encounter Reporting Process  
 
To Review On Your Own: 
• ADRC Reporting 
• ADRC Activity Reporting Online Training Module   

⧠ Activity Reporting Definitions 
⧠ ADRC Reporting Codes 
⧠ Encounter New User Request 
⧠ Encounter Data and SAMS 
⧠ Encounter Reporting Process   
 
⧠ ADRC Reporting  
⧠ ADRC Activity Reporting 

Online Training Module 

 

http://www.dhs.wisconsin.gov/publications/P2/p23168.pdf
https://www.dhs.wisconsin.gov/adrc/pros/dbsppmanual.pdf
https://www.dhs.wisconsin.gov/publications/p0/p00416.pdf
http://www.dhs.wisconsin.gov/publications/P2/p20611b.pdf
https://www.dhs.wisconsin.gov/benefit-specialists/dbs.htm
https://www.dhs.wisconsin.gov/benefit-specialists/ebs.htm
https://www.dhs.wisconsin.gov/sites/default/files/legacy/adrc/professionals/planningstartup/startupinfoseries/adrc16.pdf
https://www.dhs.wisconsin.gov/adrc/pros/db-incl-excl.pdf
https://www.dhs.wisconsin.gov/adrc/pros/sams-ir-styleguide.pdf
https://www.dhs.wisconsin.gov/adrc/pros/assistguide-tips.pdf
https://www.dhs.wisconsin.gov/adrc/pros/2012adrcactivityreportingdefinitions011211.pdf
https://www.dhs.wisconsin.gov/adrc/pros/adrc-codesforreporting020613.pdf
https://www.dhs.wisconsin.gov/forms/index.htm?search=F-21334&division=All&=Apply
https://www.dhs.wisconsin.gov/adrc/pros/reporting.htm
https://connect.wisconsin.gov/dhsadrcactivityreporting/
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• Encounter Reporting 
Process 

• Activity Reporting (Statewide Report) for 2011 
• Encounter Reporting Website 

⧠ ADRC Reporting 2011 Report 
⧠ Encounter Reporting Website 

 TOPIC LEAD/ 
TRAINER 

SUPPORTING DOCUMENTATION/LINKS COMPLETE/PROVIDED? DATE 
COMPLETED 

13. Confidentiality 
• Confidentiality 

Practices  
• Confidentiality Policy  
 

 • Model Confidentiality Policy 
• ADRC Model Consent Form 
• ADRC Information Sharing FAQ 
• Power Point: Confidentiality and ADRCs 

⧠ Model Confidentiality Policy 
⧠ ADRC Model Consent Form  
⧠ ADRC Information Sharing 

FAQ 
⧠ Power Point: Confidentiality 

and ADRCs  

 

14. Complaints and Appeals 
• Contractual 

Requirements for 
Complaints and Appeals 

• Tracking Complaints  
Using Data for Quality 
Improvement 

 • Model Complaint and Appeal Policy 
 

⧠ Model Complaint & Appeal 
Policy 

 

15. Moves/Residency 
• Residency Memo  
• Definition of Residency 
• County of Residence 

and County of 
Responsibility  

• Establishing an Internal 
Process for when 
Referrals are Received  

 • Residency Memo  
• Residency Attachment #1 
• Residency Attachment #2 
• Residency Attachment #3 

 

⧠ Residency Memo 
⧠ Residency Attachment #1 
⧠ Residency Attachment 
⧠ Residency Attachment #3 

 

16. Nursing Home 
Relocations,  Diversions 
and Closures  
• Outreach to Nursing 

Homes and Residents 
• Connections to 

Community Living   
• Operational Guidelines 
• Pre-admission 

Consultation 
• Setting an Enrollment 

 • CCL Brochure 
• Ops Guide #1: Funding for ADRC Relocation 

Activities  
• Ops Guide #2: Best Practices for Outreach to 

Residents of NHs  
• Ops Guide #3: ADRC Role with the Money Follows 

the Person Grant 
• Pre-Admission Consultation Brochure 
• Pre-Admission Consultation (PAC) 
• PAC Memo 11-013 
• Setting an Enrollment Date Memo (if in a waiting list 

⧠ CCL Brochure 
⧠ Ops Guide #1: Funding 

 
⧠ Ops Guide #2: Outreach 
 
⧠ Ops Guide #3: MFP 
 
⧠ PAC Brochure 
⧠ Pre-Admission Consultation 

(PAC)  
⧠ PAC Memo 11-013 

  

http://www.dhs.wisconsin.gov/publications/P0/P00317_2011.pdf
http://www.dhs.wisconsin.gov/ltcare/encounter/index.htm
https://www.dhs.wisconsin.gov/adrc/pros/pandp-confidentiality.pdf
https://www.dhs.wisconsin.gov/adrc/pros/pandp-complaintappealpolicy.pdf
https://www.dhs.wisconsin.gov/dltc/memos/nmemo201109.pdf
https://www.dhs.wisconsin.gov/document/residencyattchmnt1.pdf
https://www.dhs.wisconsin.gov/document/residencyattchmnt2.pdf
https://www.dhs.wisconsin.gov/document/residencyattchmnt3.pdf
https://www.dhs.wisconsin.gov/ccl/adrc.htm
https://www.dhs.wisconsin.gov/ccl/adrc.htm
https://www.dhs.wisconsin.gov/ccl/adrc.htm
https://www.dhs.wisconsin.gov/ccl/adrc.htm
https://www.dhs.wisconsin.gov/ccl/adrc.htm
https://www.dhs.wisconsin.gov/ccl/adrc.htm
https://www.dhs.wisconsin.gov/ccl/adrc.htm
https://www.dhs.wisconsin.gov/adrc/pros/publications.htm
https://www.dhs.wisconsin.gov/file/30418
https://www.dhs.wisconsin.gov/library/11-013.htm
https://www.dhs.wisconsin.gov/dltc/memos/nmemo201011.pdf
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Date 
• MDS Q Process  
• ADRC responsibilities 

with NH/ICF-IID 
Closures 

 
 

county) 
• MDS 3.0 Section Q Memo 
• Steps for Nursing Home Access to the Automated NH 

MDS Section Q Referral Management System   
• The Role of the ADRC in ICF-IID/Nursing Home 

Downsizing and Closure  
• Power Point: Aging & Disability Resource Centers 
• CCL Webpage 

⧠ Setting and Enrollment Date 
Memo (if applicable) 

⧠ MDS 3.0 Section Q Memo  
⧠ Step for Nursing Home Access  
⧠ The Role of ADRCs with 

Downsizing and Closure  
⧠ Power Point: ADRCs 
⧠ CCL Webpage  

 TOPIC LEAD/ 
TRAINER 

SUPPORTING DOCUMENTATION/LINKS COMPLETE/PROVIDED? DATE 
COMPLETED 

17. Customer Service 
• History 
• Research  
• On-going Practice  
• Using Information to 

Educate Staff, Board, 
and the Community   

 • Power Point: Delivering Great Customer Service  
• ADRC Customer Satisfaction: Wrapped in a PACKaGE  
• Bringing Customer Satisfaction into SCCoPE  
 

⧠ Power Point: Delivering Great 
Customer Service  

⧠ PACKaGE domains chart 
⧠ SCCoPE domains chart 
⧠  

 
 

 

18. Quality Assurance and 
Quality Improvement  
• Quality Assurance Plan  
• Change Leader 

Academy  
 

 • ADRC Quality Assurance Plan Template 
• PowerPoint: Making a Quality Assurance Plan Work 

for You 
• ADRC Quality: Best Practices in Achieving Customer 

Satisfaction  
• Aiming for Excellence Smart Chart 
• Change Leader Academy Description 
• Power Point: Intro to ADRC Quality Improvement 

Program  
 

⧠ ADRC QA Plan Template 
⧠ PowerPoint: Making a QA Plan 

Work for You 
⧠ ADRC Quality: Best Practices in 

Achieving Customer 
Satisfaction 

⧠ Smart Chart 
⧠ Change Leader Academy 
⧠ Power Point: Intro to ADRC 

Quality Improvement Program  

 

19. Dementia Care System  
• Dementia System 

Redesign Plan  
• Overview of Dementia 

Care Specialist Program 
• Dementia Friendly 

Communities  
• Dementia Capable 

ADRCs 
Guiding Principles   

 • Dementia Care System Redesign Website 
• Wisconsin Dementia Care System Redesign Plan 
• Building Dementia-Friendly Communities 

 
• Dementia Care Guiding Principles 
 
• Memory Screens 
• Power Point: DCS Program  
• DCS Brochure - Professional 
• DCS Map  

⧠ Dementia Redesign Website 
⧠ Dementia Care Redesign Plan  
⧠ Building Dementia-Friendly 

Communities  
⧠ Dementia Care Guiding 

Principles  
⧠ Memory Screens 
⧠ Power Point: DCS Program  
⧠ DCS Brochure -Professional 
⧠ DCS Map  

 

https://www.dhs.wisconsin.gov/dltc/memos/12-009.pdf
https://www.dhs.wisconsin.gov/ccl/index.htm
https://www.dhs.wisconsin.gov/adrc/pros/rcd10-1.pdf
https://www.dhs.wisconsin.gov/adrc/pros/rcdta.htm
https://www.dhs.wisconsin.gov/adrc/pros/rcdta.htm
https://www.dhs.wisconsin.gov/adrc/pros/smartchart.pdf
http://www.dhs.wisconsin.gov/dementia/index.htm
https://www.dhs.wisconsin.gov/publications/p0/p00586.pdf
https://www.dhs.wisconsin.gov/publications/p01000.pdf
https://www.dhs.wisconsin.gov/publications/p01022.pdf
https://www.dhs.wisconsin.gov/publications/p0/p00659.pdf
https://www.dhs.wisconsin.gov/publications/p0/p00658.pdf
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• Memory Care Connections 
• ADRC Contract – DCS Addendum (if applicable) 

 
• DCS Position Description (if applicable) 

⧠ Memory Care Connections 
⧠ ADRC Contract – DCS 

Addendum (if applicable) 
⧠ DCS Position Description (if 

applicable) 
 
 
 

 TOPIC LEAD/ 
TRAINER 

SUPPORTING DOCUMENTATION/LINKS COMPLETE/PROVIDED? DATE 
COMPLETED 

20. Resources  
• Communication process 
• Website Navigation  
• Available Resources  

 

 • Adobe Connect and Conference Calls 
• Audio Conferencing Touch Tone Commands 
• State of Wisconsin Email Encryption 
• BadgerAging Listserv Instructions 
• ADRC Home Page* 

⧠ Adobe Connect & Conference 
Calls 

⧠ Audio Conferencing Touch 
Tone Commands 

⧠ WI Email Encryption 
⧠ BadgerAging Listserv 

Instructions 
⧠ ADRC Home page 

 

20. Community Site Visits 
• Nutrition Sites 
• Independent Living 

Center 
• Assisted Living 

Facilities 
• Nursing Homes  
• Other 

  ⧠ Nutrition Sites 
⧠ Independent Living Center 
⧠ Assisted Living Facilities 
⧠ Nursing Homes 

 

21. Shadowing/Monitoring  
• Calls with Customers 
• Home Visits 
• Enrollment Counseling 
• LTC FS 
• Other  
 

 • Shadow with staff 
• Discuss and review with staff 
• Have supervisor/lead shadow  
• Discuss and review with supervisor/lead 
• Complete on own 
• Ongoing monitoring by supervisor/lead 
 

⧠ Shadow with staff 
⧠ Discuss and review with staff 
⧠ Have supervisor/lead shadow 
⧠ Discuss and review with 

supervisor/lead 
⧠ Complete on own 
⧠ Ongoing monitoring by 

supervisor/lead  

 

 

https://connect.wisconsin.gov/dhspartencrypttrain
https://www.dhs.wisconsin.gov/adrc/pros/index.htm

