BEAS Information Focus Group
May 7, 2009
Meeting Notes

Attendees: Maureen Stimpson, Carlissa Huckins, and Kerri Coons

Notes:
Topic Discussion
Project Our goal is to improve the exchange of information from BEAS, both incoming and outgoing.
Overview

These are some of the areas we could target:

e Website

e Communication (letters, telephone lists)

e Accessibility (is it difficult to locate a specific dept.)

e  Customer Service
Goals and Maureen brought up issues that she routinely encounters. We used this as a starting point for
Objectives identifying potential issues that the group could address.

1. Difficult to identify who to contact

a. Before becoming a DHHS client — through the eligibility process

b. After becoming a client but when they don’t know their case manager or family support
specialist (case tech)

Voicemail is full or do not receive a timely return call

More complaints are received regarding Rochester, Nashua and occasionally Concord DOs.

How to check on where clients are in the eligibility process

Clients who have been denied

a. Who to contact to discuss case

b. Why denied

6. What is the difference between the divisions? Not clear on who does what (i.e., DFA vs BEAS
eligibility)

7. How do you become a provider

8. Difficult to find ServiceLink and why/when should someone call them
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9. Service Issues
a. Transportation — Who supplies transportation for non-medical purposes? Who should they
call?
b. In-Home Care — Staffing shortages, low pay
c. Homeless Shelters — too few and not handicap assessable
d. Group Homes — Need for homes.
e. Where to refer clients with disabilities. (BEAS vs. DD waiver program).
10. Website
a. Recently some good changes, e.g., How do | apply for assistance and Most Requested links
b. The DHHS website should be more intuitive for the consumer
c. The DHHS Org Chart is good but would be better if you could click on the org chart and have it
link to that part of the site
Team 1. Arlene Kershaw - NH Easter Seals
Members 2. Dana Michalovic - Grafton County Senior Citizens Council
3. Patti Nichols - Concord Hospital
4. Maureen Stimpson - Governor's Commission on Disability
5. Carlissa Huckins - Elderly & Adult Services
6. Kerri Coons - Elderly & Adult Services
Maureen suggested that Mickie Grimes might be a good team member.
Meeting time | Every second Thursday at 9:00 am. The next meeting will be on May 21°.
Next Steps Kerri will send out the minutes to the group and highlight some action items to consider before the

next meeting.

In preparation for the next meeting, Team members should:

1. Identify issues encountered with the sharing of information with BEAS. Common complaints are a
good place to start.

2. ldentify any suggestions for improvement that BEAS could implement.

3. Let Kerri know of any other potential team members.
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