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Workgroup Journey



Draft Timeline

2015 - March 2022

Inform 
(Completed)

- Subject Matter 
Expert Testing 
with System 
Stakeholders

- User Experience 
Testing with 
Beneficiaries

- Output: 
Feedback 
Package with SME 
and Beneficiary 
Feedback

March 2023 –
July 2023

Feedback
(Upcoming)

- Facilitated 2015 
Workgroup.

- Conducted Studies 
on current practices 
nationally and 
Statewide. 

- “2022 Workgroup” 
Informed on 
Requirements

- Consultation from 
MDHHS Teams

Planning
(Upcoming)

- Develop 
Technical 
Guidance for 
Implementation 
with Workgroup

- Output: 
Documented 
technical 
guidance for 
implementation

August 2023 –
September 2023

- 2022 Workgroup 
Framed “Ideal 
Option” 

- Gather 
perspectives from 
people served

- Develop and 
Refine Initial 
Options with 
MDHHS Teams

- Output: A set of 
distinct and 
defined options 
for testing. 

March 2022 –
March 2023

Frame
(Ongoing)
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Implementation
(Upcoming)

- PIHPs Develop 
and Submit 
Implementation 
Plans

- Policy and 
Contract Changes

- Output: 
Actionable 
implementation 
plans with clear 
steps to 
compliance

October 2023 -
October 2024
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Im
p

le
m

en
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Draft User Testing Process



Testing the Option

Option Criteria
What makes a good choice?

Criteria are areas that may be 
impacted (positively or 

negatively) by changes to the 
system.

What are the ways the system can be 
configured to comply with CFA&P?

Options are possible ways the system 
might be transformed to align with 
Conflict-Free Access and Planning 

requirements. Options still need to be 
developed. The State has not chosen an 

option.

Scenario
What scenarios help us 
understand the Option?

Scenarios are examples of 
how a person served might 
interact with the system or a 
situation that needs specific 

consideration. 



Draft User Testing Process

OptionScenario Criteria

What makes a good choice?
What are the ways the 
system can be 
configured to comply 
with CFA&P?

What real world scenarios 
are the best test of the 
Option’s strengths and 
weaknesses?



Review Scenarios



Draft User Testing Scenario
Example Scenario
New Beneficiary: An adult is seeking access to specialty services/supports and has never received 
services. Assume the person is eligible for services.

Walk the person through the service provision process from access until the direct service is provided. 

Reflection Question: 
1. Did the person have to repeat steps or retell their story?
2. Were there any barriers or hiccups between steps from the person’s or system’s perspective? If so, where 

and would you expect this to cause delays?
3. In what ways does this Option work well?
4. What changes to the Option would improve the person’s experience?
5. What changes to the Option would improve the experience for organizations/entities?

How, if at all, would your feedback change based on:
- the person’s level of need? 
- the person’s diagnosis (SMI, I/DD, or SUD)? 
- the person’s location (rural, urban, suburban)?
- the specific services the person needs (respite vs. outpatient)?



Draft User Testing Scenarios

Example Scenarios
New Beneficiary: An adult is seeking access to specialty services/supports and has 
never received services. Assume the person is eligible for services.
Dissatisfied Beneficiary: A person wants to change their in-home CLS provider after 
negative experiences with multiple workers from the organization. Assume their needs 
have not changed. 
Change in Plan: A person wishes to receive a greater amount of supported 
employment than what they currently receive. They do not have an up-to-date 
assessment of need. 
Crisis Services: An existing beneficiary received crisis stabilization services and it is 
evident the beneficiary would benefit from more frequent therapy. Update the service 
plan. 
CCBHC: You are operating a CCBHC (under the state demonstration). Maintain a 
shared, up-to-date service plan with your CCBHC and its DCOs. 
Self-Directed Service Arrangement: A person self-directs their services and supports 
and want to increase the dollars in their individual budget. Walk the person through the 
budget change process. 
Finance: A person requires a COFR arrangement. Process a payment for this person’s 
residential services. Assume that the residential services are not provided by the COFR. 
Behavior Treatment Planning: A person needs an update to their existing behavioral 
treatment plan, requiring an increase in monitoring. Convene a committee and update 
the behavior treatment plan and the service plan. 

What other scenarios 
should be 

considered?

Every Scenario has a:

- Subject

- Action

- Context



Next Steps

• Develop Options (MDHHS)
• Provide feedback on scenarios (Workgroup)
• Identify workgroup expertise (Workgroup via survey)

• https://www.surveymonkey.com/r/CMMQTG2


