





Procedural Standard 01-6





February 5, 2020 
TO:
All DES Staff 
FR:
Frank Joyce, R.N.  Senior Director, Disability Evaluation Services (DES)
BY:
Sherry Campanelli, Program Compliance Manager (DES) 
RE:
Withdrawal of the MassHealth disability application
Purpose:
This procedural standard describes the process to follow and the documentation required when a MassHealth client contacts DES to withdraw their disability application. 
Background:
Occasionally a MassHealth client will inform a DES employee that they do not want to continue the disability evaluation process for a variety of reasons.  In some instances, the client may be confused regarding the various disability programs and/or insurance benefits he or she may have applied for, or in fact already receive.  For example, the client may already be covered by a form of MassHealth but if determined disabled, would be eligible for a more comprehensive benefit such as MassHealth Standard.  When speaking with the client, DES employee responsibilities are to attempt to resolve confusion, to answer questions when they can offer a knowledgeable response and to refer the client to MassHealth for a full explanation of the impact of withdrawal.  If the client insists on withdrawing their disability application, DES stops the process and returns the case to MassHealth.  
Procedure:
Telephone contact with the client:   

When a MassHealth client says that he/she does not want to continue the disability evaluation process, the DES employee, usually a Disability Assistant (DA) or a Disability Reviewer (DR) proceeds as follows: 

· Verify they are speaking with the client or authorized representative.
· Attempt to be reasonably sure the client is speaking about their MassHealth disability application and not another program.
· Provide the client an opportunity to give their reasons for withdrawing.  
· Answer questions, if DES can provide an informed response; e.g., the reason there is a disability review underway is because the client answered that they had an injury, illness or disability on the MassHealth application.
· Indicate to the client that we will close your disability review as “Applicant withdraws application” and MassHealth will determine your eligibility based on existing information.  However, they may be eligible for a more comprehensive/better benefit if found disabled under MassHealth disability guidelines.

· Refer them to MassHealth Customer Service at #800-841-2900 for a full explanation of the impact of withdrawal.

· If client reaffirms that he/she does not want to continue the disability evaluation process:

· Indicate that CE(s) will be cancelled, if any, and the disability case will be closed and returned to MassHealth.
· Inform the client that this application withdrawal does not prevent them from submitting another disability application in the future.

· It is not necessary for DES to notify MassHealth of the client’s request for withdrawal.
Documentation in Sohema:

Enter a progress note in Sohema including the following:

· Confirmation that the caller was the client or authorized representative.

· The reason the client wants to stop the disability evaluation process, if disclosed by the applicant. 

· That the client was informed that CE(s) will be cancelled, if any, and that DES will close the disability case and return it to MassHealth.
· That the client was referred to MassHealth for a full explanation of the consequences of withdrawal, if indicated.
If a DA receives the withdrawal information, they notify the DR by email with a copy to DES Program Managers (PM).  The DR closes the case as a 504.
Reminders for Pending CE Appointments:
The DES employee who receives the client’s request for withdrawal, whether DR or DA, is responsible for the following steps to cancel any pending CE(s).

· The DR or DA cancels the pending CE(s) in Sohema (Cancelled by: Client - Cancel Reason: Withdrawn).
· If the CE appointment(s) is within 3 business days, the DR or DA cancelling the CE(s) notifies the “DES Schedulers” and “DES Assistants” by email.

· If a DA receives the withdrawal request, the email (as required above) to the DR/PMs should include that they cancelled the CE(s) and, if the CE appointment(s) is within 3 business days, also that they notified the “DES Schedulers” by email.

· If a DR receives the withdrawal request and the CE(s) cancelled are within 3 business days, in addition to notifying the “DES Schedulers” by email, they must also notify the “DES Assistants” by email.  The same email can be used for both the Schedulers and DAs.
Case Closure-DRs:

· Omit completion of the Disability Review Form and SSI Listings.
· Update status in Sohema to “Evidence Review” and mark the case as “Withdrawn” in the Evidence Details

· Complete the tracking form as follows:

· Code 504 in the SSI decision block.

· It is not necessary to enter a diagnosis code.

· In Remarks state that the application has been withdrawn by the client.  Also indicate the reason, if disclosed by the client. 
· Sign, date, and document the DES employee number on the tracking form.  PA signature is not required.

· Place the case for closing on the 504 Shelf  located in the mail room.
*The above procedures do not apply to DTA cases.  If a Department of Transitional Assistance (DTA) client contacts DES to discontinue the disability evaluation, instruct the client to call the local TAO to inform them.  DES must also contact the caseworker/DTA Liaison to inform them of the client’s request and to ask whether DES should return the case or continue the disability review.
_________________________________________________________________________

Summary:  When a MassHealth client informs DES that he/she wants to discontinue their disability review, DES attempts to ensure that the client is adequately informed before making the decision to withdraw their application.  If the client still wants to proceed, they are informed that DES will stop the review, cancel any CEs, and return the case to MassHealth. 
Revision #2.  Supersedes PS 01-6 “Withdrawal of the DMA disability application” dated 8/8/2001, PS 01-6 “Withdrawal of the MassHealth Disability Application-Revised” dated November 20, 2005 and March 16, 2016.
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