
 

 

October 15, 2020 

Provider Memorandum 
Policy on Care Plan Deviations for HCBS Members 

Molina Healthcare of Illinois (Molina) requires providers who deliver Home and Community-Based Services 
(HCBS) to report any deviations from the member’s Care Plan. This can occur, for instance, when a 
member who is receiving home services repeatedly does not allow the service provider access into the 
home or does not answer the door on days the provider is scheduled to work in the home. 

Molina’s Primary Care Managers work closely with providers to assess the needs of HCBS members and 
implement a Care Plan approved for those needs. The Plan serves to minimize risks that could lead to 
adverse behavioral, medical, or physical health outcomes, or potential hospital/nursing home 
institutionalization. Once approved, a copy of the Plan is given to each provider. 

Providers should always document Care Plan deviation. If the deviation becomes frequent or significant, 
the provider is required to report it to the Primary Care Manager assigned to the member, or to contact 
Molina by email at LTSSETI@molinahealthcare.com. 

Examples of Deviations That Providers Must Document and Report 

• Member refuses service because member’s family is in town for the holidays. 
• Member refuses certain task in one day (i.e., bathing). 
• Member will not allow provider access into the home, even though the date and time were agreed 

upon. 
• Member repeatedly doesn’t answer the door (could be due to vacation, hospitalization). 
• Member wants or requires assistance not currently in the Care Plan. 
• Provider completes the assigned tasks in shorter time than authorized or must perform a task more 

frequently. 

Providers’ Responsibilities Regarding Care Plan Deviations 

Molina has outlined these actions the provider should take to document and report deviations: 

• If a deviation occurs just once, the provider should document it in the member’s file but does not 
need to report it to Molina. 

• If these deviations become consistent or more frequent, the provider is required to contact Molina. 
The Primary Care Manager will then discuss it with the member. 

• In addition, the provider should send documentation to the Primary Care Manager for uploading 
into the member’s chart. 

• Patterns of deviations may precipitate the need for a change in the Care Plan. 
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Molina’s Responsibilities 

Once the deviation has been reported, the Molina Primary Care Manager is responsible for reviewing the 
information and taking appropriate action, which may include: 

• Educating the member about his/her rights and responsibilities related to waiver service provision, 
including reporting abuse, neglect, or exploitation. 

• Reassessing the member’s needs and updating the Care Plan/Service Plan as appropriate. 
• Working with the provider, on behalf of the member, to convey and clarify the member’s needs and 

to assure proper implementation of the Care Plan. 
• Sending warnings or violation notices in the case of over-hours, overtime, or Electronic Visit 

Verification (EVV) violations. 
• Filing of a Critical Incident Report, if necessary, to the proper investigating authority in a timely 

fashion. 

Effective April 2020, all HCBS providers are required to regularly report these deviations/incidents to Molina 
at LTSSETI@molinahealthcare.com or to the assigned Primary Care Manager. Please email any questions 
about this policy to LTSSETI@molinahealthcare.com. 

Questions? 
Providers who have questions, concerns, or would like additional training—including how to use the Molina 
Provider Portal—may contact their Provider Network Manager or email the Provider Network Management 
team MHILProviderNetworkManagement@MolinaHealthcare.com. 

For help identifying your Provider Network Manager, visit Molina’s Service Area page at 
MolinaHealthcare.com. 

Join Our Email List 

Join Molina’s provider email list! Be the first to receive news and updates about Molina services 
delivered automatically to your inbox. Simply click here, fill out the form, and submit to get started. 

Note: Molina’s website and documents are best viewed in Google Chrome or Microsoft Edge. 
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