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Ask the Expert

If you have questions or need clarification about the content in this Policy
4.27, the Policy Chapter Manual identifies each policy owner.
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Purpose

This policy establishes the purpose, expectations, procedures and service
delivery requirements for authorizing and delivering eligible home and
community-based waiver services through teleservice delivery under the
Developmental Disabilities Administration.

Scope

This policy applies to DDA field staff and to professional service providers
who are:
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e Contracted with DDA to deliver a paid waiver service eligible for
teleservice delivery under DDA’s five HCBS waivers, the Preadmission
Screening and Resident Review (PASRR) program, and the Roads to
Community Living (RCL) grant; or

e Contracted with a county to provide individualized supported
employment or individualized technical assistance.

Policy
What is Teleservice?

A. Teleservice is a service delivery model that uses a HIPAA-compliant
technology system through a trusted network approved by DDA in
which a contracted provider can support a person. DDA waiver
services may be provided through teleservice delivery are outlined in
WAC 388-845-0113.

B. Similar to a “telehealth” appointment with a physician, teleservice uses
technology to facilitate the interaction between a contracted provider
and the client receiving a waiver service.

C. A waiver service may be delivered through teleservice if:

1. The client selects to receive the support through this service
delivery method;

2. The client’s support needs can be addressed sufficiently through
teleservice delivery;

3. Teleservice delivery does not put the client’s health or safety at
risk. Risk is determined by the evaluation of support needs
documented in the person-centered service plan, such as
supervision and physical assistance;

4. The client has the technology necessary to receive a waiver
service through teleservice delivery, can operate the technology,
and can engage in the service through this delivery method;

5. The client’s PCSP documents each waiver service that will be
provided through teleservice and the frequency of teleservice
delivery specific to each service; and
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6. The service is delivered in person at least one time per plan
year.

D. Teleservice must not be approved if requested by the client’s caregiver
or provider solely for their preference or own convenience.

E. Intermittent, supplemental client contact using telephones is
permissible, but cannot be the only way of delivering a service through
teleservice delivery.

Who can provide waiver services through teleservice delivery?

A. To provide a service through teleservice delivery, a provider must hold
a signed DDA contract for each service they plan to provide that
includes the teleservice subcode language and follow all contractual
obligations.

B. If a provider currently holds a contract that includes a “"Data Security
Requirements Exhibit,” the provider does not need to have the
“Teleservice subcode” selected in their contract.

1. All video, audio, or other personally identifiable information must
be treated consistently following all HIPAA regulations and
providers must follow department data security including the
implementation of:

a. A trusted network system requiring authentication,
authorization, and encryption of data that complies with 45
C.F.R. Part 164 to ensure that access to computer, video,
audio, sensor, and written information is limited to
authorized people.

b. The utilization of a HIPAA-compliant platform as outlined in
WAC 388-845-0945 and in the provider contract, including
a business associate agreement when applicable.

C. Before agreeing to provide a service through teleservice delivery, the
contracted waiver service provider must confirm that the client is able
and willing to use the platform utilized by that provider.

D. The contracted waiver service provider must offer basic technical
assistance as necessary during service delivery (verbal cues to move
screen, volume control, etc.).
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E. If a client requests stabilization services via teleservice delivery, the
following must be met:

1. The client’s support needs for stabilization can be addressed
sufficiently and appropriately through teleservice delivery.

2. Teleservice delivery does not put the client’s health or safety at
risk. Risk is determined by the evaluation of support needs
documented in the PCSP, such as supervision and physical
assistance.

3. The client has the technology necessary to receive stabilization
through teleservice delivery, can operate the technology, and
can engage in stabilization through this delivery method.

4. The client’s PCSP indicates the type of stabilization that will be
provided through teleservice and how often teleservice delivery
is used for each service.

5. The provider must deliver the service in-person at least one time
during the stabilization period.

F. If a client requests residential habilitation support using teleservice
delivery, the CRM must:

1. Indicate that the client initiated the request and not the agency
or provider supporting the client.

2. Document whether the teleservice delivery of residential
habilitation puts the client’s health or safety at risk. Risk is
initially determined by the CRM’s evaluation of support needs
documented in the person-centered service plan, such as
supervision and physical assistance.

3. Document whether the client has the technology necessary to
receive residential habilitation using teleservice delivery, can
operate the technology, and can engage in services through this
delivery method.

G. If the client does not have the technology necessary for receiving
services using teleservice delivery, the CRM must identify what is
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needed for teleservice delivery to be successful for the client,

including:

1. Technology currently available to the client;

2. Technology the client needs for teleservice delivery; and

3. Whether the client needs support to learn how to use the
equipment and technology.

a. The CRM must assist the client to obtain the technology
needed through the waiver service of assistive technology
and update the DDA assessment to include support needs
for residential habilitation and how frequently it will be
provided through teleservice delivery.

b. The CRM must document task-specific components of the

residential habilitation service the client chooses to receive
using teleservice delivery in the client’s individual service
plan and update the PCSP when changes occur.

H. If the client requests a service be provided via teleservice delivery,
and challenges arise regarding the client’s ability to participate and
attend scheduled sessions with the provider, the CRM must:

1. Connect with the client and their legal representative (if
applicable) to discuss whether teleservice delivery method is
appropriate for the client to meet their unmet needs; and

2. Discuss other opportunities or services available to help support
the client to access their service through teleservice. This
discussion might include:

a.

Whether changes in circumstance have occurred that
suggest it is no longer in the client’s best interest to
receive a service through teleservice (e.g., a change in the
client’s health and safety);

Supporting the client to understand how to use the
necessary technology needed for use in the teleservice
delivery method;

Exploring other technology equipment needed to support
the use of teleservice delivery; or
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d. Offering other waiver services that can provide the support
and oversight to the client that is more appropriate to the
need(s) the client has.

I. If there are changes in the client’s ability to receive waiver services
using teleservice delivery, the provider can report concerns to the
CRM.

J. The CRM must document any challenges, conversations, and updates

to the request for teleservice delivery in a service episode record.

Procedures

What is required to access a waiver service through teleservice
delivery?

A. If a client requests teleservice delivery for an eligible waiver service,
the CRM must review the client’s support needs to determine if the
service delivery method is:

1. Requested by the client and not requested solely for a caregiver
or provider’s convenience; and

2. A safe and appropriate delivery method for the requested
service, including informed consent.

3. Informed consent when referring to teleservice delivery means
the client has agreed to the use of technology to access their
waiver service based on an understanding of the following:

a. The facts involved with using technology that include audio
and video real-time experience and feedback;

b. The anticipated consequences, risks, and benefits of using
technology in their home or community; and

C. Alternative options that are reasonably available to them,
including the ability to decline this kind of service delivery
if they wish.
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B. The CRM must complete the teleservice workflow in the client’s PCSP,
documenting each waiver service, including residential services,
whether the client has requested to receive it via teleservice delivery,
and how often.

1. Services that require provider reporting provide a space for the
contracted provider to document when the waiver service was
provided through teleservice delivery.

2. There is no separate service code for teleservice delivery.

C. At the six-month review and annual assessment, the CRM must
confirm whether the client requests their waiver services to continue
using teleservice delivery.

Authority and Resources

CFR

42 C.F.R. 441.301(c)(2) The Person-Centered Service Plan

42 C.F.R. 441.301(c)(4) Home and Community Based Settings

42 C.F.R. 441.301(c)(5) Settings that are not Home and Community-
Based

42 U.S.C. 1396a State Plans for Medical Assistance

45 C.F.R Part 164 Security and Privacy

WAC/RCW

Title 71A RCW Developmental Disabilities

Chapter 388-845 WAC DDA Home and Community Based Services
Waiver

Chapter 388-825 WAC Developmental Disabilities Administration
Service Rules

WAC 388-834-0040 DDA Preadmission Screening and Resident
Review
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Policy

4.09 Alternative Living

4.12 Companion Homes

4.06 Children’s Intensive In-Home Behavioral Supports

4.14 Community Engagement

5.25 Integrated Settings

4.20 Life Skills

5.02 Necessary Supplemental Accommodation

5.13 Protection from Abuse: Mandatory Reporting

16.06 Referring PASRR Clients for Community Transition

6.17 Remote Support and Teleservice in Residential Habilitation
Services

16.01 Responding to PASRR Referrals

4.05 Roads to Community Living

4.19 Staff and Family Consultation

4.27 Teleservice

4.30 Waiver Services for Children and Youth Subject to a Dependency
Action

Acronyms

CFR Code of Federal Regulations

CRM Case Resource Manager

NSA Necessary Supplemental Accommodation

PASRR Preadmission Screening Resident Review

PCSP Person-Centered Service Plan

PAN Planned Action Notice

RCL Roads to Community Living

RCW Revised Code of Washington

SFC Staff and Family Consultation

CFR Washington Administrative Code
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Glossary

Assistive Technology (AT): Any item, piece of equipment, software
program, or product system that is used to increase, maintain, or improve
the functional capabilities of individuals with disabilities.

Case Resource Manager (CRM): The individual that provides specialized
case and/or resource management for people who have intellectual or
developmental disabilities and their families.

Comprehensive Assessment Reporting Evaluation (CARE): CARE is
the case management information system used by case managers to
document a client's functional ability, determine eligibility for long-term care
services, evaluate what and how much assistance a client will receive, and
develop a plan of care.

Legal representative: Means a parent of a client if the client is under age
eighteen, a court appointed guardian if a decision is within the scope of the
guardianship order, or, for the purpose of this policy, any other person
authorized by law to act for the client.

Necessary Supplemental Accommodation (NSA): An individual, chosen
by the DDA client, who receives copies of DDA planned action notices (PANSs)
and other department correspondence in order to help a client understand
the documents and exercise the client's rights.

Person-Centered Service Plan (PCSP): PCSP is an acronym that stands
for “"Person-Centered Service Plan”. It refers to the DDA-developed
document that indicates the paid services and natural supports that will help
the client achieve their goals and address assessed needs.

Planned Action Notice (PAN): A PAN is formal notice of a Department
decision with information on appeal rights and continue benefits options if
applicable.

Pre-Admission Screening and Resident Review (PASRR): Means a
process required by federal rule for clients who are referred to a Medicaid-
certified nursing facility.

Recipient Aid Category (RAC): A RAC identifies the client’s program or
category of services they are eligible to receive. Within ProviderOne there
are financial and functional RACs.
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Records Management Tool (RMT): RMT is the electronic system for
storing and exchanging records.

Roads to Community Living (RCL): This is a "Money Follows the Person
(MFP)"” demonstration project grant that supports individuals who are
transitioning out of institutional care and into the community. In Washington
this program is known as Roads to Community Living (RCL).

Service Episode Record (SER): Service episode record means a screen in
CARE that documents all contacts and activities regarding a client.

Trusted Network: A network operated and maintained by the vendor,
which includes security controls sufficient to protect DSHS data on that
network. Controls would include a firewall between any other networks,
access control lists on networking devices such as routers and switches, and
other such mechanisms which protect the confidentiality, integrity, and
availability of the Data.

Supersession

DDA Policy 4.27, Teleservice
Issued May 1, 2023

Revision History

Date Made By Change(s)

6/2026 Graves, Leila DDA Policy 4.27 is being updated
to a new, unified template

Approved: WE{VV Date: 6/30/2026

Nichole Jensen on behalf of:
Kris Pederson, Deputy Assistant Director
Developmental Disabilities Administration
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