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Accuracy Matters: Fixing Flawed 
Reports and Billing Errors

DSHS DVR CRP-IL Contract Navigation and Reporting
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Agenda

• Introductions 

• Why are we here? Desk audits and findings 
overview

• Navigating the CRP-IL Contract

• Reports

• VRC and RT roles – reports and payments

• CRP expectations and next steps

 

 

Presenter Introductions 
Name 
Position 
 
Presenter: Read Agenda  
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Washington State Department of Social and Health Services

Why we are here: Desk Audits

 

 

Presenter 1:  
I’m going to start with why we are here today. As part of my job, I complete desk audits of 
every CRP’s payments and the related reports. I randomly pull 10% of the open AFPs with 
payments attached for each CRP and then dig into the reports. On this slide is a snip of two 
random CRPs list of AFPs and the outcome of my review. I have reviewed approximately 
half of the CRPs so far and only 45 of the 200 reports met contract requirements. The 
majority of CRP reports do not meet minimum contract requirements with their reports. At 
this point, I decided that an intervention was required. These results are what brought us 
here today. I have already addressed this issue with the Supervisors in DVR, and they are 
currently addressing it with staff. I am here to support you all in learning how to navigate 
the contract, how to find the billing and reporting requirements, and what to expect if the 
reports or invoices do not meet contract requirements. Yes, you will start seeing more DVR 
staff returning reports more often and this is due to reports not meeting minimum 
contractual requirements.  
 
Next, we’ll talk about the contract itself.  
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Washington State Department of Social and Health Services

What is a contract? 

 

 

So, what is a contract?  
 
The contract is the actual legal document signed by DSHS DVR’s contract unit and the 
Community Rehabilitation Program, like Goodwill or Easterseals. The Service Delivery 
Outcome Plan is not the contract; it is an agreement clarifying what services are going to be 
provided.  
The CRP contract, and its terms and deliverables, is not something that DVR staff can 
provide an ‘exception to policy’ for. It is there in the phrase “exception to policy”. DVR staff 
must follow the contract requirements and expectations, just like the CRPs. Neither a VRC 
Or VRS has the authority to modify or lessen the deliverables in the contract. The only 
allowable exception is to provide a partial payment for an outcome that couldn’t be 
accomplished because of something outside the CRP’s control, but that exception process 
is part of the contract terms. We, DVR, strive to be consistent in our own practices, but if 
you experience inconsistencies in VRC’s you should reach out to the unit supervisor. If you 
are experiencing differences between offices, feel free to reach out to the Community 
Programs Manager for contract related guidance. You may be given contact information for 
the Regional Administrator, too, depending on the situation.  
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Navigating the 
CRP-IL Contract

• CTRL f, search function

• Contract format

• Search terms

 

 

Presenter 1: 
Navigating the contract can seem daunting; however, with the use of CTRL f and learning 
the lay out of the CRP-IL Contract it can be done. Let’s take a look at the contract now. I 
sent each of you a copy of the sample contract in an email with directions to download it 
and bring it today. If you do not have a copy, please go download it now. We’ll allow two 
minutes for people to get the contract downloaded.  
 
Client Service Contract Job and IL Services - Sample contract (put in chat if needed) 
 
Please open the contract.  
Navigate to the first page of the contract, click on that page, and now hold down CTRL and 
the letter f, this will open the search function. You should see a search box in the upper 
right-hand corner of your screen. If you do not see a search box like mine, you may need to 
set Adobe Acrobat as your default program to open PDFs. If you do not have a way to open 
PDFs, please follow along. You will see how it works. We aren’t going to take time today for 
anyone to install Adobe Acrobat. 
 
Let’s search for “Job placement reports”, it should take you here to page 29 and keep the 
term you searched for highlighted for easy navigation. If you see two highlighted areas, go 
to the second highlighted term. 
 
Let’s try another, search for “intake reports”, takes us right to page 53. 
 



One more, “verification of employment”, takes us to page 26 but you will see that there are 
two places that include “verification of employment”, when using the search, you will need 
to verify that you are in the correct service. In this case, let’s use the arrows in the search 
box to navigate to the next highlighted spot. Ah, you see that the first spot was listed under 
Customized Employment and the second is under Job Placement Services. It is your 
responsibility to ensure you are meeting the requirements of the pay point.  
 
I use CTRL f, every day, it is my go-to function when navigating and finding things in the 
CRP-IL Contract.  
 
Now that you know how to search the contract, Let’s move into the formatting of the 
contract and review the sections of the CRP-IL Contract, it is imperative that you 
understand the formatting of the contract. Understanding the format will make it much 
easier to navigate through it quickly. 
 
On the first page of the contract, you will see the contract number in the upper righthand 
corner and other contractor identifiers, like the agency name, contact information and the 
contract start and end date. The first 12 pages are DSHS Terms and Conditions, all staff 
should read this part of the contract, there are very important pieces of information in 
these pages. This information is outside of the scope of today’s presentation, however. As I 
scroll through, you will see various items like definitions, requirements around insurance, 
and contract termination information. Again, please read these pages to ensure your 
agency is in compliance with the contract.  
 
Pages 13 to 16 are the special terms and conditions of the contract, again all the 
information is very important, please read these pages. Arranged the same manner, with 
definitions, general requirements, etc.  
 
Pages 17 to 71 are the statement of work and additional compliance related contract 
terms.  
 
Pages 72 to 80 are the IT requirements. 
 
Let’s scroll back to page 17.  
 
Find 4. Statement of Work, this is where all the services in your contract will be listed, you 
see it starts with CRP Services, and the first CRP Service is Trial Work Experience. Each 
Service is formatted the same way through the contract, first the name of the service in 
bold, under the name will be the definition and the intent, then it moves onto the services 
being provided and then levels of the service. What we are focusing on today is locating the 
report requirements for services.  
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Trial Work Experience Navigating 
 

 

Presenter 1 
Presenter directions: scroll back to top of the contract.  
 
Navigate to the TWE Reports in the contract, use CTRL f to search for “TWE Reports”. Since 
there is only one mention of TWE reports in the contract it jumps you right to the exact spot.  
 
Could someone read the first line under the TWE Reports letter “i”? Thank you.  “I” says: 
Intake report: see section 5.b Reports. You can see the intake report requirements are not 
listed under each service, the intake report requirements have been consolidated into one 
section and that section applies to ALL services that have an intake pay point. We’ll review 
those requirements later, after we get done with learning to navigate the contract itself.  
 
Okay, let’s move onto “ii”, let’s review and read the outcome report requirements together. 
(read slide or contract) 
 
It is clear that the report must be on the SDOR form, Service Delivery Outcome Report 
Form, this is the case for all services and the monthly updates.  Next, we see the minimum 
requirements CRPs need to report to get paid for their work, could someone please read 
letter E to the group?  
 
Let’s review that statement, “any additional details and requirements as requested on the 
SDOP”, this means that any other information requested on the SDOP, even if it is not 
explicitly called out in this contract, is a contractual obligation. If that SDOP is signed by all 



parties, then everything on the SDOP and in the contract must be reported upon for CRPs 
to get paid.  
 
Each Services in the CRP-IL Contract is formatted in this manner.  
 
Name, intent and definition, services, service level, and reports.  
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for ITS

 

 

We are going to now review the type of reports that did not meet contract requirements 
most of the time. Again, not all but most of the reports reviewed did not meet contract 
requirements and this was across the board with most CRPs.  
 
Remember the contract is the absolute minimum requirements, sometimes there are more 
things listed on the SDOP and for today’s presentation we are going to assume there are not 
additional requirements on the SDOP.  
 
Let’s start with Intake Reports, search the contract for the intake reports requirements. Use 
the search terms “intake reports”. 
 
Okay, head to your contract, and search.  
 
Someone please come off mute and tell me the requirements. (presenter, see 
requirements below) Okay after hearing that, what needs updated on this report for DVR 
staff to be able to pay the fee?  
 
• Date of the intake 
• The acceptance of the SDOP and AFP 
• Next steps to be taken with the participant 
 
If you do not state each of these items in your report, the report will be returned to you for 
update, and the bill will not be paid. If an invoice is paid and the report does not meet 



contract requirements, I will be reaching out to your agency for a refund of those fees. I will 
always refer it to the VRC and VRS first to address the situation. Yes, you may be given a 
chance to correct the information depending on the situation.  
 
Page 53 
Intake Reports  
(1) For all services EXCEPT Pre-ETS Services, and all Independent Living Services, which do 
not  
require intake reports, the Intake Report shall contain the following:  
(a) Upon completion of the Contractor’s internal intake process with the Customer, the  
Contractor shall submit a written report on the SDOR to DVR. The report shall document 
the  
Contractor’s acceptance of the DVR SDOP and AFP for delivery of the authorized service  
and date the Contractor met and completed the Contractor’s internal intake process and  
next steps to be taken with the Customer.  
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SDOR for Job Placement Activity

 

 

Let’s move onto Job Placement Activity Reports.  
 
Same activity, please find the reporting requirements in the contract for job placement 
activity. When you have found it please raise your hand and I will call on you to read that 
information out to everyone. (presenter: see information below) Thank you! Now looking at 
the report on your screen. 
 
What is missing on this report? The report was signed and dated, and this is the entirety of 
the report.  
 
• Only three applications in total 
• None of these seem to be site visits with the person, if they were, no way to tell that they 

were 
• No addresses or contact information for the employers contacted 
• No idea if the positions applied for actually met the job goal 
• No dates for the separate applications 
 
In review, this does not meet any of the requirements of the contract and should not have 
been paid. The work being done may have met contract requirements but we, DVR staff, 
cannot tell that at all. This is a pay point that is often challenging. Please pay attention to 
the details of the requirements and note that if you do not meet the activity pay point with 
the site visits, you can meet it with three interviews or one job offer. So, if someone gets a 
job, you can bill us for both activity and the outcome. 



 
Activity Report: Upon completion of one or more of the Job Placement activities  
detailed above, the Contractor shall submit a written report on the SDOR documenting  
the following reporting requirements:   
(A) Five (5) employment site visits accompanying the Customer to apply for job  
openings that match the Customer’s job goal. Description on the SDOR shall  
include:   
Name of each potential employer visited to include contact name if known.   
Date application or resume was submitted.   
Method used to submit application or resume (e.g. site-visit, online, etc.).   
Full address and phone number if application or resume was submitted via a site 
visit.   
Date of follow-up with potential employer to advocate for the Customer if follow-up  
was provided.   
(B) Three (3) job interview(s) for jobs that match the Customer’s job goal. Description  
on the SDOR shall include:   
Name of potential employer.   
Full address and phone number of potential employer to include contact name.   
Date of interview.    
(C) One (1) job offer. Description on the SDOR shall include:   
Name of potential employer 
Full address and phone number. Did the Customer accept the job offer? If the Customer 
did not accept the job offer, provide reason. (D) Any additional details requested on the 
SDOP.  
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SDOR for Job Retention Services

 

 

Let’s move onto Job Retention Reports.  
 
Same activity, please find the reporting requirements in the contract for job retention 
reports. Now looking at the report on your screen. 
 
I’ll read the report to you all.  
 
What is missing on this report? The report was signed and dated, and this is the entirety of 
the report.  
 
• The dates are not included in the report, you cannot say “see attached” for reporting 

requirements except where explicitly stated, like when asked for a copy of the person’s 
paystub or other proof of employment.  

• No report on how the CRP assisted the person in learning job tasks, appropriate work 
behaviors and how they helped them meet employer expectations.  

• Does not describe how the person is meeting the employer’s expectation, just says that 
they are and does not mention if any additional support is required.  

• Provides employment verification when not needed.  
 
h. The Contractor shall provide monthly progress updates to be submitted to the VRC in an 
SDOR.   
 



i. By signing this DVR Contract, the Contractor agrees to: (1) Reports are required for, and 
must accompany, all invoices submitted to the VRC for approval. Report information must 
be in the body of the SDOR, no attachments are accepted. Page 16. 
 
 
(e) Job Retention Reports   
Intake report: see section 5.b Reports.    
Outcome Report: Upon completion of Job Retention Services, the Contractor shall  
submit a written narrative report on the SDOR form indicating:   
(A) Dates for each of the job site Job Retention services provided;   
(B) How Contractor assisted the Customer in learning job tasks, appropriate work  
behaviors and meeting the Employer’s expected level of job performance;   
(C)  If any services were provided remotely, describe how services were provided and  
how they assisted the Customer in retaining their job;    
(D) The Customer has retained continuous employment for at least ninety (90) calendar  
days after Job Retention services are authorized;   
(E)  Describe employer’s satisfaction with the Customer’s performance and if any  
additional support is required; and   
(F) Any additional details requested on the SDOP. 
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Wrap up and Next Steps
What happens now? Questions?

 

 

To wrap up, a large majority of CRP reports do not meet contract requirements. We are here 
today to start addressing the issues. From this point forward, CRPs will be contacted for 
reimbursement related to reports that do not meet contract requirements if payment was 
made. Again, the VRC/RT team along with the VR Supervisors will be asked to address it at 
the lowest level before CRPs are asked to refund the payments. The process stays the 
same for invoices and reports. CRP staff person writes the report and submits the SDOR 
and invoice to the local office, the VRC/RT team reviews and pays the invoice, the 
Community Programs Manager pulls random sampling of reports, if the report does not 
meet contract requirements the VRC/RT team and VR Supervisor will be informed to 
correct the issue. If no resolution is possible, the CRP will be required to refund the fee to 
DVR.  
 
Reminder, there are no exceptions to contract language.  
 
What is happening now? 
 
• VRCs and VRSs are working together to understand the contract requirements and have 

been doing so since May.  
• The VRCs will start returning reports that do not meet contract requirements. CRPs 

should expect to receive some returned reports as we all learn to meet the contract 
requirements. Please keep in communication and collaborate with the VRC/RT team. 
Remember, the VR Supervisors are all available for support, too. They will escalate 
things to me when needed.  



• CRPs should work with their teams to learn the reporting requirements and how to find 
the requirements in the contract AND on the SDOPs. Remember you must adhere to 
both to be in contract compliance. 

• The Community Programs Manager with support from the fiscal unit, the contracts unit 
and the field staff will continue to monitor payments and reports as part of daily work. 

 
Any questions? Please put them in chat so that we can keep track of them.  
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Thank you.

Lesa Dunphy, Community Programs Manager

lesa.dunphy@dshs.wa.gov

Jim O’Brien, VR Supervisor

james.obrien@dshs.wa.gov

 

 

 

 


