Administrative Office of the Courts & Probation
Rehabilitative Services — Provider Concern Form

Name of Person Reporting the Concern: Click or tap here to enter text.

District or Division (if applicable): Click or tap here to enter text.

Service Provider and/or Agency: Click or tap here to enter text.

Service or Program: Click or tap here to enter text.

Please provide a detailed description of the issue, complaint, or concern, the names of staff members and any
clients involved, the date(s) the incident or violation took place, and the specific rule or policy that corresponds to

the concern. Additional supportive documentation that helps substantiates the concern may also be attached.

Click or tap here to enter text.

Describe any steps taken to address the concern, including dates of contact and the specific parties involved.

Click or tap here to enter text.

Staff Signature: Date:

Send completed form and any supportive documentation to nsc.qualityassurance@nejudicial.gov
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Administrative Office of the Courts & Probation
Rehabilitative Services — Provider Concern Form

For Rehabilitative Services Use only:

Rehabilitative Services Staff: Click or tap here to enter text.

Steps taken by Rehabilitative Services to address the concern(s):

Click or tap here to enter text.

*Qutcome:

[
[

o o o

Concern resolved and no further follow up is needed (green)
Concern forwarded to District staff to work with Provider and/or Agency (green)

Concern forwarded to the associated Program Specialist and/or Quality Assurance Specialist for
potential fidelity review (blue)

Concern forwarded to Quality Assurance Specialist for potential PIP ( )
Concern forwarded to Provider Network Specialist for potential CAP (orange)
Concern forwarded ASAP to Quality Assurance Specialist and Provider Network Specialist (red)

Other (please describe):

Click or tap here to enter text.

*A copy of the completed the Provider Concern Form will be filed in the Service Provider Information
Management System.

Rehabilitative Services Staff Signature: Date:
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Triaging Provider Concerns

PROVIDER CONCERN PRIORITY LEVEL EXPECTED RESPONSE

Non-Compliance — issues with a Registered Service Provider/Agency that Expected Response from Staff:
may result in a Program Improvement Plan (PIP). ¢ Notify Rehabilitative Service within 15 days; submit Provider Concern Form.

Examples may include but are not limited to: el S

« Failure to perform or maintain required training and knowledge for working with ¢ On-site and/or off-site review of client record/files will be conducted to ensure

justice-involved individuals as expected in the Standards of Practice, Service compI.|ance W.'th 800 G MU L .
Definition. and Standardized Model. Technical Assistance for RSP staff development and training opportunities may be
! offered proactively in the form of coaching/education to ensure service delivery meets
compliance.
PIP requested, and the RSP is notified via email and in writing of the areas needing
improvement.
e PIP must be received from RSP within 30 calendar days.
e Districts and associated AOCP staff are notified of coaching and expectations.
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Triaging Provider Concerns

PROVIDER CONCERN PRIORITY LEVEL EXPECTED RESPONSE
Potential Quality Concern — relates to the fidelity of the service being performed, | Expected Response from Staff:
which may require further review to determine whether there is a need to ¢ Follow up with RSP to address fidelity concerns at the local level.
investigate to confirm a quality assurance issue and/or an opportunity for e If unresolved, contact Program Specialist associated with service (if applicable), to
improvement. conduct a programmatic review.
o Notify Rehabilitative Service within 15 days of findings or request additional

Examples may include but are not limited to: assistance; submit Provider Concern Form.
e A variation in service delivery as outlined in the Standards of Practice, Service

Definition, and/or Standardized Model. These concerns are considered Rehabilitative Services:

gzgir:mmatlc in nature, with the potential to be addressed without formal e Review information and determine whether there is a need to conduct an

’ investigatory review.

Early Resolution — matters that can be discussed informally with the Registered Expected Response from Staff:
Service Provider/Agency. e Every reasonable effort should be made first by the Probation District to resolve

issues locally concerning service delivery and/or in coordination with the associated

Examples may include but are not limited to: Program Specialist.

¢ Variation from the service definition, service interpretive guidelines and/or o Confirm status with the Provider Network Team and/or direct the individual on
standards of practice that can be addressed through clarification and follow up necessary next steps to complete or revise application to the Registered Service
at the local level. Provider Network.

e Complaint has arisen from a misunderstanding, miscommunication, or an e Document steps taken toward resolution; submit Provider Concern Form within 15 days
external influence beyond the control of the Service Provider/Agency. if further assistance is needed.

e Status, credentials, or qualifications of the provider or agency working with
justice-involved individuals as an approved Registered Service Provider/Agency is
in question.

e The issue does not appear to be a violation of Registered Service Provider
requirements.

CONTACTS FOR ASSISTANCE

For questions related to Registered Service Provider status, contact the Provider Network Team at 888-471-0869 Option 1, or nsc.providernetwork@nejudicial.gov.

For questions related to vouchers, contact the Quality Service Review Team at 888-471-0869 Option 2 or nsc.probationvouchers@nejudicial.gov.

Mark Bless | Service Quality Assurance Specialist | 402-314-4415 | mark.bless@nejudicial.gov

Renee Faber | Provider Network Specialist | 402-326-4909 | renee.faber@nejudicial.gov

Valerie Consbruck | Financial Utilization Specialist | 402-314-9760 | valerie.consbruck@nejudicial.gov

Kimberley Mundil | Assistant Deputy Administrator for Rehabilitative Services | 402-326-0495 | kimberley.mundil@nejudicial.gov
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