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Company Information 

• Subsidiary of BCBST; affiliate of BlueCare TN. 
• Developed to work with Medicaid  

Managed Care Organizations  
outside of Tennessee. 

• Help managed care organizations   
improve the services they provide to  
their members. 

• Specialize in managed care solutions  
for the underserved, chronically ill,  
and long-term services and supports populations.  

• Since we are affiliated with BlueCare TN, we are using much of the 
experience with BlueCare in Tennessee. 

• Other experience will be used for the technical evolution 
discussion. 



So…What Are We Talking About Anyway?!? 

• What is MLTSS? 

– Managed Long-Term Services and Supports 

• Home and Community Based Services 

• Nursing Facility Transition 

• Nursing Facility Care 

– 21 States Integrated with  Managed Care  
Organizations 

– Future of MLTSS 

• What We Like About MLTSS 

– Program Benefits Address Social Needs 

– Win for all involved 

– Opportunity to develop close ties 
to the member 



Improvements 

• Business Process 
– Started with policies  

and procedures 

– Workflows 

– Support Center 

• Support Center 
– Level 2 MLTSS Customer 

Service 

– Administrative Support and 
Service Scheduling 

– Create less customer 
friction 

• Training 
– Role Specific Trainings 

– Mentor Program 

– Ride Along/Shadowing 

Intake Visit for New Member 



Technology Journey 

• Technology Interference with 
Member Experience 

– Power 

– Connectivity  

– Setting Up Office 

– Dogs, Goats and Bears – OH MY! 
 

• From Paper to Mobile 
Communications 

– Large Technology Footprint 
• Individual Forms 

– Reduced Technology Footprint 
• Workbook 

• Workbook Builder 

– Small Technology Footprint 
• Mobile App 



MLTSS Software Process 



Mobile Application 

• Remote Tool – can be used without Wi-Fi 
connection 

• Builds documents from the visit with the 
member and sends data to a System of Record 
landing when connected to the network 

• Answers are populated by drop-down 
selections, slide tabs, or free text fields, 
creating uniformity and consistency within 
documents 

• Can be used with three primary operating 
systems (Windows 8, iOS, and Android) 

• Decreases the hardware footprint 
• Connects via web services 
• Encrypts all data within the app iPad Camera 

for scanning 
• Creates a simple forms flow for the care 

coordinator 
• Reduces friction within the visit 



Testing the Mobile App 

• Usability Center 

– Mobile App Testing 

• Return on Investment (ROI) 

– Early studies indicate mobile app is 
more efficient than existing process 

• 11 Users Tested 

• 81% of users were 16.7% faster in the  
Mobile App than in the Excel 
Workbook 

– Once changes are made based on 
feedback from testing, we expect to 
see efficiency increases between 
20% and 30%. 

– For every 5% of increased efficiency,  
we will realize approximately $1 
million dollars of savings annually 



Mobile App Demo 

• Home Screen 

– Specific to each 
Care 
Coordinator 

• Select by 

– My Members 

– My Visits 

Mock Data 



Mobile App Demo 

• My Members 
Selection Screen 
– Member  

information 
is preloaded from 
System of Record 
 

• To Select Member: 
– Select Member  

from List; or, 

– Search for Member 
 

• To Start Visit: 
– Select from Recent 

Visit; or, 

– Start New Visit 
Mock Data 



Mobile App Demo 

• Select Visit Type 
Screen 

– Approximately 
20 different visit 
types 

Mock Data 



Mobile App Demo 

• Forms Screen 
– Approximately 70 

different MLTSS 
forms 

– Forms are selected 
by member’s 
category and visit 
type 

– Required forms 
already queued 

– Optional forms can 
be added by 
selecting form 

– In this example, 13 
forms are required, 
and 21 are optional 

Mock Data 



Mobile App Demo 

• Member Information 
Screen 

– Some information is 
prepopulated from 
System of Record 

– Required fields 
denoted with asterisk 

– Drop-downs boxes 
are prepopulated 
with common 
answers 

– Select Primary 
Diagnosis Code 

Mock Data 



Mobile App Demo 

• Signature Page 

– Member or 
authorized 
individual can 
sign directly on 
tablet 

– Date stamps are 
populated on all 
signature pages 

– Signatures can 
be cleared and 
reset if errors 
occur 

Mock Data 



Mobile App Demo 

• Visit Forms Screen 

– Lists all selected  
forms 

– Show form  
completion 
percentage 

– Shows completion  
status: 

•Green = Complete 

•Yellow = Incomplete 

– To edit or complete  
form, select the 
orange edit pen 

Mock Data 



Automation of Data 

• Mobile App is used to create the forms for the visit types 

• Automatically Uploads the information into the Scheduler for scheduling services 

• Automatically Uploads the information into the Case Management System of 
Record 

• Connected using Web Services 

• All data can be reported 



Upload to Scheduler 

• Completion of forms 
triggers member’s 
services to be scheduled 

• Services are assigned to 
providers 

• The number of service 
hours provided are 
determined by 
assessment 
and member’s responses 
to questions on forms 

Mock Data 



Upload to Scheduler 

• All member services, per member’s Plan of Care, are listed 

• Start and end dates for services 

• Total hours/units allotted for each service 

• Days of the week scheduled for service 

• Status of requested services 

Mock Data 



Upload to System of Record (SOR) 

• Data from Mobile App uploads 
to System of Record 

• 3 different Master Progress 
Notes 

• Each Master Progress Notes 
pulls in the information 
specific to the Mobile App 
workbook that is attached 

• Workbook is attached to 
Master Progress Note and can 
be downloaded 

Mock Data 



Upload to System of Record (SOR) 

• Data from Scheduler 
uploads to System of 
Record via Web  
Services 

Mock Data 



It’s All About Communication 

• Pushing data to the CCs 

– Queuing to push visit date to the 
CCs 

– Information about the member 

– Information about the caregiver 

– Incorporate the information into our 
assessments and plans of care 

• Use voice capabilities and allow 
better human interaction while 
being more invisible to the process 

• Use translate button for people who 
do not speak English 

• Using the speak technology to 
identify cultural differences 



Technology to Improve the Experience 

• Technology needs to turn a well defined process into a free flowing 
information exchange. 

• When you empower someone to  take control of 
their own health, it is amazing. 

• We want to create a frictionless environment  
in the member’s home: 
– We do not want the Care Coordinators to be 

concerned about anything but member care. 

– It is a difficult environment. 

– Less Friction = Reliable, Relevant (unique service), 
Valuable (we need to better understand our cost), 
Trustable (need to proactively meet our customer’s needs). 

• Creates efficiencies, reduces errors & improves overall quality care and 
member satisfaction. 
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Contact us or stop by booth 410 for a demo!!! 

 


