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    June 7, 2018 

TO:
All DES Staff

FR:
Frank Joyce RN, Senior Director, Disability Evaluation Services (DES)
BY:
Sherry Campanelli MPA, Program Compliance Manager, DES
RE:
Follow-up of client’s complaint about a CE Provider

Purpose:
If the evidence provided by the client’s own medical sources is inadequate to determine if he or she is disabled, additional medical information may be obtained by arranging for a Consultative Examination(s) (CE).  Disability Evaluation Services (DES) expects that consultative examiners will provide quality medical and psychiatric/psychological evaluation services in a professional manner always.  This memorandum defines the procedures to follow when a complaint is received from a client/eligibility representative about a consultative examination provider.  
Procedure:       When a verbal/telephone complaint is received from a client/eligibility representative about a CE provider, DES staff requests that the person put the complaint in writing.  DES staff enters a progress note stating that a complaint was received, and the client was advised as above.   A description of the complaint, a verified telephone number and the case number is sent by electronic mail to the Manager, Service Delivery and Development (MSDD) with a copy to the Medical Director and the staff person’s manager.  DES staff must forward all complaints for further action whether or not the client indicates they plan to follow-up with a written complaint.

When a written complaint is received, it is also referred to the MSDD and the Medical Director who, in turn, notify the client that the complaint was received and that we are requesting permission in writing to share the complaint with the CE provider.    
With the client’s permission, the CE provider is sent a copy of the complaint with a letter requesting that the CE provider advise DES about a response to the client’s complaint.  The CE provider is told that (s)he should not contact the client by telephone or letter regarding this complaint. Once the CE provider’s response is received, a follow-up call is made to the client.  If the client cannot be reached by telephone, a certified letter is sent to him/her to contact the MSDD or the Medical Director at DES.  
The MSDD and the Medical Director will review complaints about CE providers and determine follow-up actions by DES as required.  Complaints of a more serious nature may result in the CE provider being placed on administrative hold, with no further scheduling of appointments and cancellation of current appointments, pending further investigation of the complaint.  Investigation may ultimately result in termination of the CE provider’s contract with DES.   The CE provider, the MassHealth and/or Department of Transitional Assistance (DTA) Interdepartmental Services Agreement (ISA) manager(s), and the University of Massachusetts Medical School Office of Management is notified of the situation and of DES actions.

Summary: 
When a complaint about a CE provider is received by telephone, the client/eligibility representative is requested to submit the complaint in writing and to provide permission to share the complaint with the CE provider. DES staff will then forward ALL complaints by electronic mail to MSDD with copies to Medical Director and DES staff person’s manager, whether or not permission to forward written complaint is received for further action.

                          Upon receipt of the client’s permission, a copy of the client’s letter is forwarded to the CE provider for response.  When a response is received from the CE provider, next steps are taken, as determined appropriate by the DES Medical Director and the MDSS.  The CE provider, MassHealth and/or DTA ISA managers, and the University of Massachusetts Medical School Office of Management receive notice, as appropriate, of actions taken by DES related to the complaint.
Revision #2.  Supersedes PS 99-14 “Follow-up for applicant’s complaint about CE provider (revised)” dated March 10, 2000 (Initial version unavailable for reference) and “Follow-up of client’s complaints about a CE provider” dated April 24, 2006.  


