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Phone Numbers
    Medicaid eligibility telephone numbers are:
· 1-855-632-7633  (Toll Free)
· (402) 473-7000    (Lincoln)
· (402) 595-1178     (0maha)
[bookmark: _Toc365277844]CUSTOMER CARE CENTERS
· Staff is located in Lincoln (340 Victory Lane) and in  Lexington (1501 Plum Creek Parkway, Ste. 4).  

[bookmark: _Toc365277845]HOURS
· Phone hours are 8:00 to 6:00 Central Time Monday- Friday.  
[bookmark: _Toc365277846]PHONE ROUTING

    Calls to the Medicaid Eligibility numbers are routed from the following Main Menu options:
	1.  If you have applied for, are currently receiving, or have received Medicaid
	2.  To apply for Medicaid
	3. To check status of recent application or current benefits
	4. To transfer to Transportation Broker, Medicaid Managed Care Enrollment Center or Personal 		    Assistance Case Management
	5. For information to contact the Health Insurance Marketplace, for Medicaid or Personal
	    Assistance Service Provider information, or to report fraud
	6. To transfer to Economic Assistance Customer Service Center
	7. General Inquiries or operator assistance (Press 0)

 Call flow is located in Appendix I.
[bookmark: _Toc365277847]PHONE SKILLSETS

Supervisors and Managers place staff into skillsets that are the type of calls they handle. The Medicaid Eligibility skillsets are:

	Skillset Name
	CDN Number

	MAGI
	4733010

	Application_MAGI
	4733011

	Non_MAGI
	4733012

	App_Interview_Non_MAGI
	4733013

	Combined
	4733014

	Case_Aide
	4733015

	 
	 

	Spanish_MAGI
	4733020

	Spanish_Application_MAGI
	4733021

	Spanish_Non_MAGI
	4733022

	Spanish_App_Interview_Non_MAGI
	4733023

	Spanish_Combined
	4733024

	Spanish_Case_Aide
	4733025

	Incoming from EA
	4733030


[bookmark: _Toc365277848]GREETING
· Answer with ‘Thank you for calling Nebraska Medicaid Eligibility Customer Service, this is (worker name (First and Last). How may I help you?”  
· Obtain the client’s Case number, Name, and Phone number initially to return the call in the event that the call is terminated prior to completion of call.
[bookmark: _Toc365277849]CODING CALL OR CURRENT ACTIVITY
· Establish if the customer is calling from MAGI, Non-Magi, or Combined MAGI/Non-MAGI group and code call as indicated in chart.  

Note: if call changes from one topic to another remember to change the activity code.

	Activity Codes
	When to Use

	Application-M
	Call is in regard to taking an Application MAGI population

	Application—N
	Call is in regard to taking an Application NonMAGI population

	Application—C
	Call is in regard to taking an Application Combined population

	Renewal-M
	Call is in regard to a Renewal—MAGI population

	Renewal-N
	Call is in regard to a Renewal—NON MAGI population

	Renewal-C
	Call is in regard to a Renewal---Combined population

	Interview-N
	Interview—Non-MAGI population

	Interview-C
	Interview—Combined population

	HC Mkt Referral
	Call is about HealthCare Marketplace referral or  call from the Marketplace

	APTC-HC
	Call is about Advance Premium tax Credit

	QHP-HC
	Call is about Qualified Health Plans at Marketplace

	EA Referral
	Call is about Economic Assistance

	Other Referral
	Call is a referral to an agency that isn’t EA or Marketplace

	Mail paper App/renewal
	Caller is requesting application/renewal be mailed. 

	Case Status 
	Call is about status of case and processing of case

	Mail Received 
	Call is about whether documents have been received

	Medicaid Info/Question
	Call is about Medicaid information or question

	Add/Remove person
	Call is to add or remove a person to case

	Income Change
	Call is to report an income change

	Resource Change
	Call is to report a resource

	Living Arr. Change
	Call is to report a change in living arrangement

	Address Change
	Call is to change address

	Other Change
	Call is another change like TPL, Insurance, etc…

	Comm. Partner Info
	Call is from a Community Partner

	Navigator
	Call is from a Navigator











· Once the call has been completed, using the following chart to indicate Wrap Up Reason or Reason not currently on Active Phone call.

	Not Ready Reason
	When To Use

	Out of Office (001)
	Use anytime you leave the office during the day for a reason other than break or lunch.   An example would be if you leave to go to a doctor’s appointment but plan to return after the appointment.  

	Break (002)
	When on scheduled morning or afternoon break.

	In Meeting (003)
	When at weekly team meeting or at staffing with supervisor and/or lead worker.  

	Lunch (004)
	When on scheduled lunch break.  

	Outgoing Interview (005)
	Interview Work Task

	Emails (006)
	When reviewing emails before lunch or at end of day.  

	Step Away (007)
	When stepping away to use restroom or get a drink.  

	Wrap Up (008)
	When completing wrap up on a case after call has ended.  Used when you need to get up and ask supervisor/lead a question on a case.

	Assisting (009)
	When off phones to complete work tasks.  

	Training (010)
	When attending any formal training.  This includes PRIDE trainings.  

	Outgoing Call (012)
	When making call outs for any reason other than expedited call out interviews.  This could include, but is not limited to, calling to request verifications, returning calls as requested by supervisor, calling out for further clarification. 


[bookmark: _Toc365277850]PHONE APPLICATION PROCESS
· ACA Medicaid Applications can be submitted via paper application, online application, or application that may be completed by calling the NE ACA Medicaid Line. Calls coming into the IVR for completion of an application will be routed to a Case Aide queue. Ten lines will be allocated for assistance with completion of the application over the phone. The Case Aide will read and ask the caller the questions on the online application. The Case Aide will complete the questions with the caller’s response. The signature will be a voice signature that is captured at the end of the phone application process. 
· Non-MAGI applications will move to the Interview queue so that the person that assists with completion of the application will be able to then conduct the interview immediately.
· While waiting on hold for the phone application process, there will be automated messages that give information about the amount of time that this process can take. This process could take an extended period of time, depending on the number of household members. The messages will inform the caller that they will need to have documentation readily available in regards to full names, birth dates, Social Security numbers, income (both earned and unearned) for each person, and insurance coverage currently in force. 
· The Case Aide will not be answering questions about the NE ACA program regulations or policy. They will only gather information provided to them by the caller to complete the online application. Any further questions that the customer may have will need to be directed to a caseworker for a return call. 
· If application call is ended before the process is complete, if the process is being completed on the MILTC-53, 51, 63 forms mail the customer the application and a note to complete and submit.  If the Nebraska online Medicaid Application for Insurance Affordability  application was utilized, just save the application and exit.  It will be available for look up when the customer calls back in to complete the process. 
· The voice signature is the verbal statement of first and last name after the Rights and Responsibility have been read. 


Application Process

For call recording and retrieving purposes this process is to be utilized by staff in the Customer Service Center who is assigned to the Application MAGI or App Interview NonMAGI skillsets.
 
MAGI Process (Oct. 1, 2013 start)
This process is in place until the Nebraska online application is released. 

1. Answer the call, most likely the screen pop will not contain any information as to if they have a case or not.  This is because the flow the client chose did not ask for the SSN last 4 digits or the birthdate.   Obtain name and verify client wants to apply. If not wanting to apply, ask client to hold and transfer call to appropriate place. 

2. Search the name on N-FOCUS. If you obtain a match, look for a Medicaid Program.  If Medicaid program case exists, look to see if any of the following are present:
A. Case is in Active, Pending, Spend down, Premium Due Status.
B. Case has been closed less than 90 days. 
If A. or B. is present, check to see if a Review/Renewal is due by checking review tracking.  If review is not due this is a Change Report.  

Change Report Call
If it is determined it is a change report call, take the customers information and handle like a change. If you are not a case manager, narrate the change and create a work task for the Change Management Queue to process this change, document the details in the narrative.

Review or Renewal
For reviews prior to January 2014, complete a pdf format Medicaid and Insurance Affordability application. January reviews forward, complete the review form that was mailed to the client. This is located in the correspondence.  The form will need to be printed before being completed.   

Ask questions on the application or renewal form as presented, confirm the prepopulated data.  When all questions are completed, the information should be read to obtain the signature. Once a voice signature is obtained from the client, let the client know you are mailing them a copy of the application along with the rights and responsibilities.   

The application is submitted and they will receive communication shortly on the next steps.  Next steps could be additional documentation is needed or you will receive notice an eligibility decision has been made on the application.  Even though we utilize data sources to verify information, we occasionally need to obtain documentation from the client to verify the data.   Thank the client, ask if there is anything else you can assist with and end the call.

After the call:
A. For October - December reviews: Save application to computer and email it to the ANDI Center.  For January 2014 reviews and beyond: Scan the form into document imaging, Renewal forms should be indexed to Renewal Category so it creates a work task.  Send the client a copy of the form. 

B. Document in narrative: Telephone Review, Date, Time and Telephone Number the client called from. If a person completed the application that is not the client, document the name of the person who completed the review. 


3. N-FOCUS resulted in person not found, person in cases that are not MED and/or MED has  
    been closed over 90 days. This means an application is needed. 

Application
Inform the client, the process will take approximately 30-45 minutes to complete.  During the process we will need information such as Social Security Numbers, birthdate, income of all household members.  Do you have the information available and time to complete the application now?  If client’s answer is yes, proceed with the Medicaid and Insurance Affordability Application located on the ACCESSNebraska web site under Printable Applications. If the client’s answer is no, let the client know applications are available at the website or by mail or they can call back when convenient for them to complete the process. If they want one by mail, make sure you have the name, address, number in the household, and if anyone is disabled or aged.  Route the application mail out request as directed by office protocol.

As you begin to complete the application, note the time of day.  This will assist in retrieving the phone call at a later time.

The application should be read as written with each question asked unless a person gives an answer that allows for skipping of questions according to the application form. 

When all questions are completed, the information should be read to obtain the signature. Once a voice signature (First and Last Name) is obtained from the client, let the client know you are mailing them a copy of the application along with the rights and responsibilities.   

The application is submitted and they will receive communication shortly on the next steps.  Next steps could be additional documentation is needed or you will receive notice an eligibility decision has been made on the application.  Even though we utilize data sources to verify information, we occasionally need to obtain documentation from the client to verify the data.   Thank the client, ask if there is anything else you can assist with and end the call.

4. After the call:

If a Master Case exists for the family:
Document in narrative: Telephone Review, Date, Time and Telephone Number the client called from. If a person completed the application that is not the client, document the name of the person who completed the application. 

If No Master Case exists, document the narrative information on the application form.
 
5. Print the application and mail to the client. 
6. Save the application to your computer.   Create an email to the ANDI CENTER Lincoln and send the application. 




Application Process once the Online Application is released

1. Answer the call, most likely the screen pop will not contain any information as to if they have a case or not.  This is because the flow the client chose did not ask for the SSN last 4 digits or the birthdate. Obtain name and verify client wants to apply. If not wanting to apply, ask client to hold and transfer call to appropriate place.  
 
2. Search the name on N-FOCUS. If you obtain a match, look for a Medicaid Program.  If Medicaid program case exists, look to see if any of the following are present.
A. Case is in Active, Pending, Spend down, Premium Due Status.
B. Case has been closed less than 90 days.
If A. or B. is present, check to see if a Review/Renewal is due by checking review tracking.  If review is not due this is a Change Report.  

Change Report Call
If it is determined it is a change report call, take the customers information and handle like a change. If you are not a case manager, narrate the change and create a work task for the Change Management Queue to process this change, document the details in the narrative.

Review or Renewal
For reviews prior to January 2014, complete a .pdf format Medicaid and Insurance Affordability application. January reviews forward, complete the review form that was mailed to the client. This is located in the correspondence.  The form will need to be printed before being completed.   

Ask questions on the application or renewal form as presented, confirm the prepopulated data.  When all questions are completed, the information should be read to obtain the signature. Once a voice signature is obtained from the client, let the client know you are mailing them a copy of the application along with the rights and responsibilities.   

The application is submitted and they will receive communication shortly on the next steps.  Next steps could be additional documentation is needed or you will receive notice an eligibility decision has been made on the application.  Even though we utilize data sources to verify information, we occasionally need to obtain documentation from the client to verify the data.   Thank the client, ask if there is anything else you can assist with and end the call.

After the call:
A. For October - December reviews: Save application to computer and email it to the ANDI Center.  For January 2014 reviews and beyond: Scan the form into document imaging, Renewal forms should be indexed to Renewal Category so it creates a work task.  Send the client a copy of the form. 

B. Document in narrative: Telephone Review, Date, Time and Telephone Number the client called from. If a person completed the application that is not the client, document the name of the person who completed the review. 






3. N-FOCUS resulted in person not found, person in cases that are not MED and/or MED has been closed over 90 days. An application is needed. 

Application
Inform the client, the process will take approximately 30 minutes to complete.  During the process we will need information such as Social Security Numbers, birthdate, income of all household members.  Do you have the information available and time to complete the application now?  If client’s answer is yes, proceed by utilizing the N-FOCUS icon for the Online Application. If client answers no, let the client know applications are available at the website or by mail or they can call back when convenient for them to complete the process. If they want one by mail, make to obtain: name, address, number in the household, and if anyone is disabled or aged.  Route the mail out request as directed by office protocol.

The application should be read as written with each question asked unless a person gives an answer that allows for skipping of questions according to the application form. 

When all questions are completed, the information should be read to obtain the signature. Once a voice signature (First and Last Name) is obtained from the client, let the client know you are mailing them a copy of the application along with the rights and responsibilities.   

The application is submitted and they will receive communication shortly on the next steps.  Next steps could be additional documentation is needed or you will receive notice an eligibility decision has been made on the application.  Even though we utilize data sources to verify information, we occasionally need to obtain documentation from the client to verify the data.   Thank the client, ask if there is anything else you can assist with and end the call.

Submit application, print a copy and mail a copy to the client.
[bookmark: _Toc365277851]SPEED DIAL

The Speed dial should be used for all numbers available.  These numbers have been programmed so they are local calls where possible.  The Skillsets are programmed into speed dial for ease in transferring calls to a different skillset. 

CALLING   INSIDE THE CUSTOMER SERVICE CENTERS

It is a local call to call a worker who is located inside any ACCESSNebraska Customer Service Center if you are calling from a Customer Service Center.  This means that no 1 is required to call these numbers. If the 1 is used the state is charged long distance rates for this call even if the person is located across the room from you. 






[bookmark: _Toc365277852]TRANSFER PROCESS
[bookmark: _Toc365277853]BETWEEN QUEUES
· Continue to answer as many of the questions as possible, keeping in mind that any questions regarding a client’s eligibility for a program must be referred to an SSW. 
· If the case is in the Universal Caseload and you cannot answer their question:
· Transfer the call to the correct phone queue using the speed dial.	
· APS/CPS – located on speed dial
· AGENCY – Healthcare Marketplace is on speed dial 
· MEDICAID INQUIRY LINE – located on speed dial
· AMR – located on speed dial
[bookmark: _Toc351473635][bookmark: _Toc365277854]ASSIGNED CASES

Note: If customer chooses the Existing Client choice they will automatically route to the assigned case manager by the phone system.  
· Use following script:
· “Your case has been assigned to (name of SSW). In order for (name of SSW) to be prepared to discuss your case and answer questions, I will provide (name of SSW) with your name, phone number, and message as to the nature of your call. (Name of SSW) will then return your call within 2 business days.”
· Verify the client’s name/address/phone numbers. Update NFOCUS as needed
· Gather questions or obtain a brief description of the client’s situation.
· Email the above information to the assigned worker with a cc: to that SSW’s supervisor. Include information pertaining to any changes you made on NFOCUS.
· Copy/paste the email into NFOCUS narrative under ‘referral’.


[bookmark: _Toc365277855]ECONOMIC ASSISTANCE

The following situations are when the call should be transferred to Economic Assistance.
·  Call came through to the wrong line---This means the only open programs are 
  for Economic Assistance and the caller is not trying to apply for Medicaid whom they 
             called.
·  Caller requests transfer to Economic Assistance.
·  Policy or Process question for Economic Assistance.  This could be case specific or a 
 general regulation question.
·  Calls requesting a follow-up on information…example: Do you have everything 
    you need to determine eligibility?  (In this scenario, an offer to communicate 
   information to Economic Assistance and that someone from there will follow up or offer   
   to transfer the call so they can talk to someone. 
· If customer is calling in to report a change and they want the information to go to the Economic Assistance Division, please use following script:  “Thank you for reporting your change.  I am not able to make the change in your (SNAP, ADC, LIHEAP…) program but I will forward that information on to the Economic Assistance staff who will make those changes. If you need further information, a worker will be in contact with you regarding the change you reported or I can transfer you to Economic Assistance.”  
· Place the message into an alert titled “phone report” for the Economic Assistance program case. 
· Narrate in the case record under ‘Change Management” and the subheading of the category it is in relation to. 
· If the customer does not want to allow for you to take information for a message, then you will need to transfer call to the EA skillset the call belongs in. The EA Skillsets are:
A.  SNAP/LIHEAP
B.  ADC/Child Care
C.  AABD/SSAD 
[bookmark: _Toc365277856]CALL BACK PROCESS 
· If information is not available to answer questions of customer, consult with lead worker/supervisor, research policy and policy logs.
· Request name, preferred call-back number, and best time to reach customer. 
· Refer to lead/supervisor for potential information to call back customer
· If transferred to another worker, provide information on call back number and time.
· All calls should be attempted within 1 business day.
[bookmark: _Toc365277857]FACE-TO-FACE CALL

· If face-to-face interview/appointment requested, schedule this with the face-to-face appointment with the appropriate contact person.  

Omaha and Northern Nebraska ………………     Vickey Kobza  (402) 595-2564
Lincoln, Falls City, Nebraska City areas…….     Janet Duncan  (402) 471-9413
Rest of State……………………………………….Theresa Deckert  (308) 535-8233


LANGUAGE LINE
· When call is received that requires Language Line assistance, determine the language needed, i.e. Spanish or French, and ask them to hold for interpreter.
· ON THE DASHBOARD, press ‘Conference’ which will place the caller on hold and a pop-up box will appear. You will choose the drop down ‘Language Line’. A phone call will be made to Language Line (800-874-9426). 
· Another Pop-Up box will appear. Press ‘Submit’ button on the box next to the code when it asks for client ID# (535010). For Spanish – press ‘1’, for all other languages, press ‘2’. 
· If not Spanish, you will need to indicate the language needed when the question is heard. Press ‘Submit’ next to the 10 digit number (4024739890) when it asks for the phone number. You will then be connected to the AT&T interpreter. Document the Interpreter ID# when it is given. 
· Press ‘Conference’ ON THE PHONE, not on the dashboard. Once you select Conference on your phone, you will get a ‘Wrap Up’ box, which you need to select. This does not terminate your call; it prevents another call from coming in through your dashboard. Proceed with your call. Once it is completed, you will need to select ‘Release’ either on your phone or on the dashboard. Select the ‘Wrap up’ pop-up when it appears again, to prevent a call from being received prior to your completion of Wrap Up. 
[bookmark: _Toc365277858]Healthcare Marketplace 

· website: Healthcare.gov

· Marketplace Call Center: 1-800-318-2596  This number is for clients to call direct and ask a question.
· Medicaid Assistor:  1-855-846-7358  This number is for staff to use if they need to contact the Healthcare Marketplace with a client or with a question about a specific client.
PHONE ISSUES 
· [bookmark: _Toc351473639]If you are having issues with your phone and the ability to log-on to dashboard or overall working of phone, refer to Appendix A.

[bookmark: _Toc365277859]IRS TAX Information
· Information received as a result of the IRS Data Hub Call or the IRS Interface is confidential.  This information should never be shared, copied, stored or printed. 
· Information received from the IRS Data Hub cannot be shared with the applicant or anyone under any circumstances.  This also applies to Interface fields that derive information from the IRS Data Hub.  If a discrepancy exists, the client should provide current income information.

OUT OF STATE REQUESTS
· Call received from another state to verify current or discontinued eligibility for Medicaid. 
· Case Aide or worker will obtain the following information
· Name of person requesting information
· Agency they represent
· Phone number and/or email address
· Information being requested 
· Name of client, date of birth, last four digits of Social Security number, case status
· Return call or email will be sent to person requesting the information from the other state to validate information is being disseminated to appropriate agencies.
· Narrative will be completed under ‘Other Assistance’ in the case record of the master case of the individual’s case. 
[bookmark: _Toc365277860]COMPLAINT CALLS 

A call may become a complaint call when the customer indicates that they wish to file a complaint or speak to supervisor. In addition, if a customer will not allow the worker to end the call with the explanation given for answers given, the caller may be offered to discuss situation with a lead worker in order to allow for ending of call. 

[bookmark: _Toc365277861]Client Calls the CSC and a
· SSW or Case Aide answers the call?  Send the call to your team’s Lead Worker
· If the Lead Worker cannot resolve, they will send to their Supervisor
· If the Supervisor cannot resolve the issue, they will send to their Administrator.
· The Administrator will resolve the issue and add to the complaint log. 

[bookmark: _Toc365277862]VERBALLY ABUSIVE CUSTOMER 
· When customer uses profane language – ask customer to refrain from using language.
· If they do not refrain, inform them that the call will be ending and that the customer may return a call to the CSC when they have calmed down or that a return call could be made within 1 business day by the worker to the customer to finish the call.


[bookmark: _Toc365277863]DROPPED CALL 
· If call is terminated prior to end of call, attempt a return call to customer.
· Phone number should have been validated at beginning of call.
[bookmark: _Toc351473644][bookmark: _Toc365277864]THREATENING CALLS 
Refer to Appendix B
[bookmark: _Toc351473645][bookmark: _Toc365277865]TERRORISTIC THREATS 
Refer to Appendix C

[bookmark: _Toc351473646][bookmark: _Toc365277866]BOMB THREAT
· Refer to Appendix C
· If threat received (which may be in any mode of communication such as the telephone, a hand delivered note, a hand written letter, or a package through the mail or contract delivery services), refer to Appendix C.
[bookmark: _Toc365277867]PHONE ETIQUETTE
Refer to Appendix D
[bookmark: _Toc365277868]CALL SCENARIOS
Refer to Appendix E
[bookmark: _Toc365277869]REFERRAL NUMBERS
· Customers may have questions in regards to referrals or services within or outside of the agency. 
· Refer to Appendix G for Potential referrals, such as AMR for transportation requests, how to contact Managed Care Enrollment, applying for public assistance benefits such as Supplemental Nutrition Assistance Program or Aid to Dependent Children benefits. 
[bookmark: _Toc365277870]HEARING IMPAIRED CUSTOMERS
· If worker becomes aware that the customer is using a hearing aide device, the call should be continued through the handset and not the headset to prevent hearing complications to the customer. 
· Please refer to Appendix F for instructions on communicating with TDD and TTY customers.

[bookmark: _Toc365277871]CALL COMPLETION 
· All customers should be asked, “Is there anything else I can help you with?” at end of call to assure that all of their questions are answered. 
· Once the call is completed, then coding of wrap-up should be completed. 
[bookmark: _Toc365277872]Appendix A
[bookmark: _Toc365277873]Dashboard Troubleshooting Checklist – Individual User

1. Dashboard Message “Thinks You are Already in Service”

· This usually means someone has signed on under the wrong phone number.  The easiest way to find out who is to look at the Contact Manager – Agent Display report.
· The Agent ID (phone numbers in blue below) will not match the Pos ID.  Quickly scan down the list until it is clear who the other person is. Once that person has corrected the error by logging in correctly, you will be allowed to log in.

2. Dashboard Message “Cannot Log you In”
· Have staff try to log on while you are watching to make sure they have their phone off the hook.
· Have staff totally sign off the computer and make sure their LAN sign-on (example: pfergus) is in all lower case.  If any part of that is uppercase, dashboard will not work.
· Reset the telephone.  In order to do so, you need to unplug the phone.  There is a black rectangular box at the end of one of the cords (you may have to crawl under the desk to reach it).  
· You will also need to have staff completely off the computer – as if there were leaving for the day.  Then, unplug the phone, wait 15 seconds and plug it back in.  You will see on the phone set that the phone is resetting—this takes a few minutes.  Once reset, sign back onto the computer and try to log in on the dashboard again.
· The phone may be stuck as (logged in).  In order to fix that issue you need to follow these steps:

a. Pick up the handset
b. Press the key on the right/bottom, should be labeled (2747450) 
c. Should hear dial tone
d. Dial the staff person’s phone number and end with the #.    Example 7531564#
e. The agents name should be displayed on the phones display
f. Phone should be logged in
g. Press the MakeSetBsy key twice
h. Phone should be logged out
i. Make sure the phone is off hook
j. Try to log in using dashboard

· Once you have attempted all of these and the issue still persists, send e-mail to: DHHS.NFOCUSProductionSupport@nebraska.gov
a. Explain the issue (i.e. The Dashboard appears to be locked up; staff can or cannot log on through their phones; the phone screen reads – cannot access server…etc.).  Be as detailed and concise as possible.
b. Let them know how many users are involved. (i.e.  Statewide; Lexington CSC only, etc.)
c. If single user, provide User Name, User Phone Number, User BF Number
d. Subject line:  Trouble – UC Dashboard Issue - _____ users (in most cases it will be only 1 user).  
e. Production  Support will then issue a JTRAC ticket to send on to OCIO.


[bookmark: _Toc365277874]Dashboard Troubleshooting Checklist – Multiple Staff Impacted

1. Determine how many staff members are impacted by the issue.  
2. If all staff – contact other CSC’s to determine if the issue is statewide.
3. If the issue involves a limited number of staff, utilize the Troubleshooting Checklist. If this is a full CSC or Statewide CSC issue, go to Step #4.
4. Email: DHHS.NFOCUSProductionSupport@nebraska.gov
5. Explain the issue (i.e. The Dashboard appears to be locked up; staff can or cannot log on through their phones; the phone screen reads – cannot access server…etc.).  Be detailed and concise as possible.
6. Let them know how many users are involved. (i.e.  Statewide; Lexington CSC only, etc.)
7. [bookmark: _Data_Report_for]If it is a Wednesday, Production & Support are in a meeting in the mornings.  If this is the case the JTRAC ticket will need to be created by  CSC Administrator or Administrative Assistant.




















[bookmark: _Toc365277875]Data Report for Phone Issues
Date:
Time Issue Happened:

Staff Member’s phone number:
Staff Member’s Name:
Staff Member’s Computer BF:

Source of Issue: 
☐Phone	☐Dashboard		☐Manager Reports
Phone: 
☐Headset	☐Voice Mail 	☐Dial tone
		☐IVR		☐ACD

Issue Identified: 
Is the issue just happening to this one staff? 
☐Yes	☐No
Is the issue affecting entire Building? 
☐Yes 	☐No


Dropped Call
Were you speaking to party and a call dropped? 
☐Yes 	☐No

   If yes, how was the call quality prior to disconnect? 
☐Good 	☐Average 	☐Poor
	Callers Number: 
   If no, did you attempt to answer the call on the first ring only to find no caller there? 
	☐Yes 	☐No

Were you using the telephone set or dashboard to answer call? 
	☐Telephone	☐Dashboard


Call Stuck in Queue
What Queue is the call in?
Was the Call answered eventually or Abandoned? 



Manager Reports

☐Real Time 	☐Historical 	☐Manager

What Report isn’t working right? 


Please provide any other details that may be relevant:
Attach Log file if can. 
[bookmark: _Toc365277876]Appendix B

[bookmark: _Toc365277877]Threatening Calls

In the event of a threat made against staff, the building or against a party to a case:

· Immediately report and transfer any threatening caller to a member of the local management team.  
· All threats of a violent and terroristic nature are cause for serious concern and action.   Document the name, address, and telephone number of the person making the threat and a description of the demeanor and content of the call in the N-FOCUS case file.
· The member of management will contact Law Enforcement and/or others they determine should be contacted.   They will also document their actions in the N-FOCUS case file.
· All threats will be communicated to the CSC Administrator and Human Resources. 
· The DHHS Work Place Policy on “Threatening Behavior and Violence in the Workplace” will be followed.

[bookmark: _Toc365277878]Terroristic Threats

Upon notification by any means (i.e.:  telephone, letter, fax, visual sighting, etc.) that an assault or an extremist group activity is in progress or is anticipated to take place, the individual receiving the information shall immediately notify Communications in the Law Enforcement Center.  Contacting the Law Enforcement Center can be made by calling:

		911………...on any telephone (this is best)
		Lexington  Law Enforcement Communications: (308) 324-3011
                        Lincoln Law Enforcement Communications: (402) 441-6000
		
Communications will contact local Police Department, Sheriff or Chief Deputy with the information.

Vital Information that shall be reported to Communications:
· Name and location of reporting person.
· Location of incident.
· Nature of incident.
· Injuries to anyone.
· Number of persons involved.
· Any weapons being used or are visible.

Actions
· Discontinue all unnecessary personnel movement.
· People shall remain out of sight and out of the line of fire.
· All people away from the incident will be evacuated to a safe holding area.
· Entryways will be secured to prevent additional entry.
· All press information will be the responsibility of the Sheriff.

[bookmark: _Toc365277879]
Appendix C

[bookmark: _Toc365277880]Bomb Threat
The Customer Service Center may receive a bomb threat.  The threat may be received by any mode of communication, such as:  telephone, a hand delivered note, a hand written letter, or a package through the mail or contract delivery services.

ACTIONS:	
1. Anyone receiving a threat shall keep the person talking as long as possible.
2. Contact another employee of the situation so they can contact the Sheriff’s office to start telephone tracing procedures.
3. Record vital information by use of the “bomb threat checklist”.  Record as accurately as possible the exact words of the threat.
4. Bomb threats through other means shall be brought to the attention of the Sheriff.  If the U.S. Mail Service is involved, contact should be made with the Postal Service.
5. The Sheriff has the responsibility for determining the immediate evaluation of the threat.  Employees shall assist persons with handicaps and the general public with the evacuation process.
6. Credibility of the threat will be weighed on conditions such as:
a. Did the caller sound serious in the threat?
b. Has this been a reoccurring event?
c. Are employees excused from work when threats are experienced?
d. Could media reports influence the threat?
e. Will evacuation expose personnel to greater danger?
f. What are the security considerations and number involved?
7. Law Enforcement may request a complete external evacuation.
8. Search of the building will be conducted by trained law enforcement officials.
9. Law Enforcement will release the building for re-entry.
10. Be alert for strange objects and packages, which can be detected more easily if offices are kept neat and tidy.
11. Never touch or disturb a strange package or briefcase found in your work area.  Call 911 at once.



Bomb Threat Checklist

KEEP THE CALLER TALKING

TIME:_______________________DATE:___________________________

WHERE IS THE BOMB?________________________________________

WHAT KIND OF BOMB IS IT?  EXPLOSIVE___________FIRE_______

WHAT TIME WILL IT DETONATE?______________________________

WHAT DOES IT LOOK LIKE?  PAPER BAG________SHOE BOX_____
		LUNCH BOX_______BOX TIED WITH STRING__________
		OTHER____________________________________________

WHAT IS THE GENDER OF THE CALLER?_______________________

WHAT IS THE AGE OF THE CALLER?___________________________

BACKGROUND NOISE:	TRAFFIC___________________________
					TRAIN_____________________________
					MUSIC_____________________________
					OTHER_____________________________

ANY ACCENT OR SPEECH PECULIARITIES
	SPANISH__________	EUROPEAN_______	ASIAN_________
	SOUTHERN__________	MID-WEST___________	
	NEW ENGLAND______	SPEECH IMPEDIMENT____________________
	OTHER__________________________________________________________

FIND OUT WHY BOMB WAS PLANTED:

GRIEVANCE WITH STAFF _______________________________________________

GRIEVANCE WITH DEPARTMENT________________________________________

GRIEVANCE WITH OTHERS______________________________________________

ASK, “WHO IS CALLING, PLEASE?”	“WHAT IS YOUR NAME?”

CALL RECEIVED AT #_______________________________BY_________________
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[bookmark: _Toc365277882]Telephone Etiquette: Managing Your Call

Step 1:  Deliver Greeting

Begin every call with a greeting, the ACCESSNebraska name, your first and last name, or, your first name and employee identification number, and an offer to assist the caller. Example:  “Good (morning, afternoon), ACCESSNebraska, this is (first and last name), How may I help you?”

If you are asked to provide the information again later in the call, you must do so.  Tip:  Be sure to apologize for the wait time at the beginning of the call and let them know how much we appreciate them holding. 

Step 2: Identify the caller’s issue.   (Hint: Try to do this in one minute or less)

If the caller is unclear or vague about why they are calling, use your questioning skills to clarify:
· “Do you receive services or have an application pending with our agency?”
· “Are you calling on behalf of someone else?” 

Step 3:  Command the call 
· Restate the issue to make sure you understand  the nature of the call
· Explain to the caller how you plan to proceed
· Ask permission to put them on hold for policy research, case research, or  to consult with a Manager or Lead
· Tell them if you need to transfer the call additional servicing
· Be pleasant and professional

Step 4: Manage the flow of the call

It is important for you to take control of the call while still maintaining a friendly and warm demeanor. Here are some things to remember:  

Ask closed questions as often as you can to keep the responses short.
· “May I have your (name, SSN, Master Case Number) please?”
· “Do you currently receive benefits?”
· “Do you have a pending application?” 

Use open questions when the answer requires more detail
· [bookmark: _Toc351473664]Control the space between questions by using shorter pauses between your statements, then immediately ask your next question or make your next statement.  You can do this without rushing the caller and still maintain courtesy.






[bookmark: _Toc365277883]The Talkative Caller

Do not invite unnecessary conversation or engage in non-business conversation, as this is like an invitation to the talkative caller to take control of the call.  Redirect the caller back to the business.  
Caller: “You sound like you have a southern accent.  Are you from the south?”
You: “No, I’m not from the south.  Do you receive benefits with the agency?  May I have your (Name, SSN, etc.)?”  

[bookmark: _Toc365277884]Detailed/Analytical Caller

This type of caller often wants more information from you before s/he is ready to provide the information you need.  An appropriate response for this type of call might be:

“Thank you for calling Mr. Brown.  Before I can proceed, I need to (research some information, consult with my supervisor, consult with another department).  May I place you on a brief hold?
I will need to transfer you to another department
Callers should not be placed on hold for longer than 2-3 minutes without the worker coming back to them.  

Step 5: Gain Caller agreement (5 minutes or LESS)
· Summarize the actions you have taken with the caller
· Ensure the customer needs have been met
· Provide an opportunity for the caller to clarify any information you may have misunderstood.
· Review next steps: VR sent, response time requirements, how to use IVR for follow up  status of case  
· Offer common telephone numbers to other departments, etc. 

Step 6: Close the call 
· Thank the caller for their time. “Thank you for calling.” 
· Use some type of farewell statement “ Good afternoon”, “Good bye”
· Dissatisfied callers may need to have their calls escalated to a higher level. If a caller asks to speak with a supervisor, transfer and connect the caller with a supervisor.    Be sure to provide the supervisor with as much information as you can before you connect the caller, for example:  
· Client/provider/other’s name, MC number, SSN.
· The nature of the issue. 
· What information you’ve provided and the actions you’ve taken.	 

If you have any questions, please contact your supervisor or administrator.











[bookmark: _Toc365277885]Appendix E 
[bookmark: _Toc351473667][bookmark: _Toc365277886]Call Scenarios
[bookmark: _Toc365277887]Household Calls to Report a Change in Address
1. Request SSN or MC #, verify the identity of the caller, and open the household’s master case.
1. Briefly review narratives to quickly get up-to-date on recent activity in the case.
1. Update the caller’s person detail window with the new address information.
1. If there are other members in the household, clarify with the caller exactly who is living at the new address. Update the addresses of all household members living at the new address.
1. Update to “Out of Household” status any people who did not move to the new address.
1. Are there new household members?  See “Household Calls to Report A New Person Moved Into the Household” later in this document for possible actions.
1. Ensure that the address is changed in N-FOCUS before creating any notices or verification requests.
1. If budgets have been updated with new expenses, run budgets for the first month possible, allowing for 10 day notice.
1. If programs closed or are set to close due to returned mail from the household’s previous address, check to see if those cases can be re-opened or if a new application is needed.
1. Review Document Imaging for any returned mail.  Re-send any Notices of Action that had been returned.
1. Narrate the address change (Change of address subheading), any changes in household composition (HH Comp subheading), and any resulting budgetary changes. 
[bookmark: _Toc365277888]Household Calls to Report New Employment
1. Request SSN or MC #, verify the identity of the caller, and open the household’s master case.
1. Briefly review narratives to quickly get up-to-date on recent activity in the case.
1. Gather information about the new employment: 
13. Name of new employer
13. Date employment will begin
13. What is the new pay rate? (How much will they be paid per hour, for example?)
13. How many hours per week will they be working?
13. How often will they be paid?
13. When do they anticipate they will receive their first paycheck?
1. Send a VR and an Earned Income Verification form to the client.  They should sign the EIV, take it to their new employer to complete, and then return it to DHHS.  (If the employer prefers to write a statement that includes all of the needed information that is also acceptable.)
1. If the client has already received a paystub from the new employer, request a copy of the paystub in the VR.
1. Check alerts for SEW and NHM interfaces.
1. Narrate all of this information, being sure to list any items requested on the VR.







[bookmark: _Toc365277889]Household Calls to Report End of Employment
1. Request SSN or MC #, verify the identity of the caller, and open the household’s master case.
1. Briefly review narratives to quickly get up-to-date on recent activity in the case.
1. Gather information from the client about the end of employment:
20. What date did the employment end?
20. Has the client received their final paystub?  If so, what was the date and gross amount of the paystub? Send a VR for a copy of the final paystub.
20. If the client has not received their final paystub, when do they anticipate receiving it?
1. Send a VR and an Earned Income Verification form to the client.  They will need to sign the EIV and take it to their former employer to complete. The former employer will need to verify the date the employment ended, and the date and gross amount of the client’s final paystub.  (A statement written by the employer that includes all of the needed information is also acceptable.) 
1. Check alerts for SEW and NHM interfaces. 
1. Narrate all of the information you received from the client, and be sure to list all items requested on the VR.

[bookmark: _Toc365277890]Household Calls to Ask if Documentation They Mailed/Faxed Was Received
1. Request SSN or MC #, verify the identity of the caller, and open the household’s master case.
1. Briefly review narratives to quickly get up-to-date on recent activity in the case.
1. Open Document Imaging to see if the documents have been scanned in.
26. If the documents are not there, ask questions of the client to see when they were faxed or mailed.  Mail arriving on a Saturday is not opened or scanned until the following Monday.  Inform the client it can take up to 48 hours for items to be scanned in to the case once we have received them. 
26. If the documents have been scanned in, compare what has been received to any open Verification Requests.  Update any open VRs, closing them if all requested documents have been received.  If documents are still needed, be sure to discuss this with the client.  
1. If necessary, check existing narratives to determine why this information was requested.  Take any appropriate action to act on documentation that was received.
1. Narrate the reason for the client’s call, and all resulting actions taken by the SSW.


[bookmark: _Toc365277891]Household Calls to Ask Why Their Benefit Amount Changed or Decreased
1. Request SSN or MC #, verify the identity of the caller, and open the household’s master case.
1. [bookmark: _Household_Calls_to_5]Review budgets, narratives, verification requests, comments on the Notice of Action, or information on document imaging to explain to the client changes in their benefits.


[bookmark: _Toc365277892]Household Calls to Report a Household Member Moved Out
1. Request SSN or MC #, verify the identity of the caller, and open the household’s master case.
1. Briefly review narratives to quickly get up-to-date on recent activity in the case.
1. Gather pertinent information from the client:
4. When did the person move out?
4. Was this a temporary move (visiting a parent for the summer, incarceration, out-of-home placement, etc.)?
4. If the person leaving the household was a financially responsible adult, are they continuing to provide financial support to the household?
4. Was the person responsible for shelter or utility costs?  If so, what are the remaining household members’ new shelter/utility amounts? How are they making these payments?
1. Change the person’s household status to “Out of Household.”
1. Close them from participation in active programs for the first month possible.  
1. Run budgets for programs affected by the change in household composition. Send notices.
1. Narrate the change in household composition and subsequent changes in benefits. Narrate any additional actions taken by the worker. (CSE referral, etc.)

[bookmark: _Toc365277893]Household Calls to Report a New Person Moved into the Household
1. Request SSN or MC #, verify the identity of the caller, and open the household’s master case.
1. Briefly review narratives to quickly get up-to-date on recent activity in the case.
1. Gather information from the client:
7. Obtain personal information for the new person: name, date of birth, social security number, etc.
7. What date did the new person move in?
7. How are they related to other household members?
7. Will additional household member be paying any shelter/utility costs?  A VR may need to be sent for a statement from the new HH member.
7. Is this person employed?  Check SEW, NHM, and other interfaces.
1. Is the client requesting that this person be added to any program case?  Consider eligibility requirements for these programs when sending a VR. Pend the new person in appropriate program cases.
1. Consider what verifications might be needed from the new person: income, resources, citizenship information, etc. Send a verification request for this information.

[bookmark: _Toc365277894]Household Calls to Report A Change in Supplemental Insurance
1. Request SSN or MC #, verify the identity of the caller, and open the household’s master case.
1. Briefly review narratives to quickly get up-to-date on recent activity in the case.
1. Open c1 to view information about any insurance policies currently active for the household.
1. Review this information with the caller.  If any insurance policies are no longer active, send a VR for documentation from the insurer of the date coverage ended.
1. Gather information about any new insurance policies: name of company, type of insurance (dental, vision, cancer policy, etc.), premium amount, names of household members covered by the policy, date coverage began, etc.
1. Send a VR for copies of both sides of insurance cards for the new policy. If there are no cards, request verification of coverage from the insurance company, including the monthly premium amount. 

[bookmark: _Toc351473668][bookmark: _Toc365277895]APPENDIX F

[bookmark: _Toc365277896]Hearing Impaired Customers:

Hearing Impaired Customers may use a variety of ways to communicate.  These include:

TDD (Lincoln CSC only)
· A Telecommunications Device for the Deaf (TDD) is a teleprinter, an electronic device for text communication over a telephone line that is designed for use by persons with hearing or speech difficulties. Other names for the device include teletypewriter (or TTYs), textphone, and minicom.
· The typical TDD is a device about the size of a typewriter or laptop computer with a QWERTY keyboard and small screen that uses LEDs or an LCD screen to display typed text electronically. In addition, TDDs commonly have a small spool of paper on which text is also printed — old versions of the device had only a printer and no screen. The text is transmitted live, via a telephone line, to a compatible device, i.e. one that uses a similar communication protocol.  The TDD is being used less often as many hearing impaired are using mainstream devices and technology to carry out their communication.   The TDD telephone number is (402) 471-7256.  
	
Nebraska Relay
· Nebraska Relay! Is a free public service for communication between standard (voice) users and persons, who are deaf, hard-of-hearing, deaf-blind, and speech-disabled using text telephones (TTYs) or PCs via the internet.
· Nebraska Relay uses a Relay Operator to assist with the call.  A relay operator (RO) is the confidential, transparent link between hearing and deaf, hard of hearing, deaf-blind and/or speech impaired callers. The relay operator voices conversation to voice users and types the conversation to TTY users.
· The relay operator is not a part of the conversation. They must voice everything typed to the hearing person, even the things typed in parentheses. Also, they must type everything they hear including background noises. Remember to talk/type directly with the hearing person, instead of to the Relay Operator. 
· At this time, Nebraska Relay offers only English-to-Spanish and Spanish-to-English translation services as part of its Spanish Relay service (which also offers Spanish-to-Spanish dialogue). 
· To call out on Nebraska Relay Follow these simple steps:
· Dial 7-1-1 (or 1-800-833-0920).
· A specially trained Nebraska Relay Operator will answer and identify themselves by their Operator number
· Give the Operator the phone number of the person you are calling.
· The Operator will connect you with the person you are calling and will assist you with communication.

* Some internal building phone systems do not work with 7-1-1. If the phone from which you are calling does not accept 7-1-1, call 1-800-833-0920







Nebraska Relay Customer Service 
Customer Service: (Voice/TTY) - 1-800-676-3777
(English) - 1-800-676-4290
(Español) - 1-877-787-1989 

If you receive a call from Nebraska Relay they will identify themselves as Nebraska Relay and ask if you have ever used their system before.  If you need directions, they will assist you with this.  

CapTel®:

· CapTel® is short for Captioned Telephone. CapTel® users make calls just as if they were dialing a traditional phone. CapTel® uses voice recognition technology to display captions of the conversation on the telephone screen, allowing users to hear and read everything the person on the other line says!
· 24-hour-a-day service is offered at no cost to callers. Users are responsible for their long distance charges.
· Spanish Captioning is available for Spanish-to-Spanish calls. Spanish hours are 7 am to 9 pm Central Time, every day.
· Hearing callers wishing to reach a CapTel® user: Dial 877-698-5520 
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[bookmark: _Toc365277898]Referral Numbers


Abuse/Neglect – 800-652-1999

Affordable Care Options – Department of Insurance - 877-564-7323

AMR Transportation – 855-230-5353

Economic Assistance Programs (ADC, AABD grant, SNAP, EA, Child Care, NLIEP, SSAD, SSCF) 800-383-4278 or www.accessnebraska.ne.gov

Legal Aide – 877-250-2016

Medicaid Inquiry Line – 877-255-3092, 402-471-9128

Nebraska Public Service Commission – phone assistance – 800-526-0017

Medicaid Enrollment – 402-477-4600 Lincoln, 888-255-2605
Coventry – 888-255-2605
United Health Care – 800-641-1902
Arbor – 888-738-0004

Medicare – 1-800-Medicare, 1-800-633-4227

Social Security Administration – 
 Omaha – 866-716-8299
 Lincoln – 866-593-2880
 Norfolk – 855-207-7082
 Grand Island – 877-407-3441
 North Platte – 866-830-0668
 Scottsbluff – 800-297-4291
 National – 800-772-1213

Unemployment – dol.nebraska.gov – 402-458-2500
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1	Northwest Community Action Partnership
(Box Butte, Cherry, Dawes, Sheridan, and Sioux)
Address:  270 Pine Street, Chadron NE  69337
Telephone:  (308) 432-3393		FAX:  (308) 432-5799

2	Community Action Partnership of Western Nebraska
(Banner, Cheyenne, Deuel, Garden, Kimball, Morrill, Scotts Bluff, and for Migrant Head Start, Box Butte County)
Address:  3350 Tenth Street, Gering NE 69341-1700
Telephone:  (308) 635-3089		FAX:  (308) 635-0264
	
3	Community Action Partnership of Mid Nebraska
(Adams, Arthur, Buffalo, Chase, Clay, Dawson, Dundy, Franklin, Frontier, Furnas, Gosper, Grant, Harlan, Hayes, Hitchcock, Hooker, Kearney, Keith, Lincoln, Logan, McPherson, Nuckolls, Perkins, Phelps, Red Willow, Thomas, and Webster) 
Address:  16 West Eleventh Street, PO Box 2288, Kearney NE  68848-2288
Telephone:  (308) 865-5675		FAX:  (308) 865-5681

4	Central Nebraska Community Services
(Blaine, Boone, Boyd, Brown, Colfax, Custer, Garfield, Greeley, Hall, Hamilton, Holt, Howard, Keya Paha, Loup, Merrick, Nance, Platte, Rock, Sherman, Valley, and Wheeler)
Address:  626 N Street, PO Box 59, Loup City NE  68853-0509
Telephone:  (308) 745-0780		FAX:  (308) 745-0824

5	Goldenrod Hills Community Action
(Antelope, Burt, Cedar, Cuming, Dakota, Dixon, Dodge, Knox, Madison, Pierce, Stanton, Thurston, Washington, and Wayne)
Address:  603 Earl Street, PO Box 667, Pender NE  68047
Telephone:  (402) 385-6300

6	Blue Valley Community Action Partnership
(Butler, Fillmore, Gage, Jefferson, Polk, Saline, Seward, Thayer, and York)
Address:  620 Fifth Street, PO Box 73, Fairbury NE  68352-0273
Telephone:  (402) 729-2278		FAX:  (402) 729-2801

7	Community Action Partnership of Lancaster and Saunders Counties
Address:  210 “O” Street, Lincoln NE  68508
Telephone:  (402) 471-4515		FAX:  (402) 471-4844

8	Eastern Nebraska Community Action Partnership
(Douglas and Sarpy) 
Address:  2406 Fowler Avenue, Omaha NE  68111
Telephone:  (402) 453-5656		FAX:  (402) 451-3057

9	Southeast Nebraska Community Action
(Cass, Johnson, Nemaha, Otoe, Pawnee, and Richardson)  Weatherization also serves Sarpy 
Address:  802 Fourth Street, PO Box 646, Humboldt NE  68376-0646
Telephone:  (402) 862-2411 or (402) 862-2412	FAX:  (402) 862-2428

[bookmark: _Toc365277900]Nebraska Area Agencies on Aging (AAA)
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	Blue Rivers Area Agency on Aging 
BRAAA 
1901 Court Street, Beatrice, NE  68310-2946  (402) 223-1376
Counties Served: Gage, Jefferson, Johnson, Nemaha, Otoe, Pawnee, Richardson, Thayer
	Eastern Nebraska Office on Aging 
ENOA 
4223 Center Street, Omaha, NE 68105                                               (888) 554-2711 (toll free)      (402)444-6444
Counties Served: Cass, Dodge, Douglas, Sarpy, Washington

	Aging Partners 
1005 “O” Street, Lincoln, NE  68508-3628                                (800) 247-0938 (toll free)     (402) 441-7070
Counties Served: Butler, Fillmore, Lancaster, Polk, Saline, Saunders, Seward, York
(formerly Lincoln Area Agency on Aging)
	Midland Area Agency on Aging 
MAAA 
Post Office Box 905, 305 North Hastings, Hastings, NE  68901 (800) 955-9714 (toll free)     (402) 463-4565
Counties Served: Adams, Clay, Hall, Hamilton, Howard, Merrick, Nuckolls, Webster

	Northeast Nebraska Area Agency on Aging 
NENAAA 
119 Norfolk Avenue, Norfolk, NE  68701                                          (800) 672-8368 (toll free)     (402) 370-3454
Counties Served: Antelope, Boone, Boyd, Brown, Burt, Cedar, Cherry, Colfax, Cuming, Dakota, Dixon, Holt, Keya Paha, Knox, Madison, Nance, Pierce, Platte, Rock, Stanton, Thurston, Wayne
	South Central Nebraska Area Agency on Aging 
SCNAAA 
4623 2nd Avenue, Suite 4   Kearney, NE  68847                                (800) 658-4320 (toll free)     (308) 234-1851
Counties Served: Blaine, Buffalo, Custer, Franklin, Furnas, Garfield, Greeley, Harlan, Kearney, Loup, Phelps, Sherman, Valley, Wheeler

	West Central Nebraska Area Agency on Aging 
WCNAAA 
115 N. Vine   North Platte, NE  69101                                              (800) 662-2961 (toll free)     (308) 535-8195                                  Website:  www.wcnaaa.com
Counties Served: Arthur, Chase, Dawson, Dundy, Frontier, Gosper, Grant, Hayes, Hitchcock, Hooker, Keith, Lincoln, Logan, McPherson, Perkins, Red Willow, Thomas
	Aging Office of Western Nebraska 
AOWN
1517 Broadway, Suite 122     Scottsbluff, NE  69361                         (800) 682-5140 (toll free)     (308) 635-0851
Counties Served: Banner, Box Butte, Cheyenne, Dawes, Deuel, Garden, Kimball, Morrill, Scotts Bluff, Sheridan, Sioux
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