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	Thank you to everyone who participated in the first AGE MA Referral Services Office Hours.


Office Hours
Attendees
	Name / Agency
Chantal Johnson / AGE 
Annette Peele / AGE
Karyn Wylie / AGE
Annemarie Beauparlant / AgeSpan
Timothy Berrocal / AgeStrong
Sara Baldi / BCIL 
Laurel Newson / BSHC
Stacie Amedio Alpert / BSHC
Jessica Kopecky-Lanausse / CESI
Cyndi Morrison / ESWA
Kara Huntoon / ESWA
Robin Destefano / GLSS
Kelly Salisbury / HESSCO
Jennifer Murray / HVES
Cheryl Canuel / Lifepath
Nora Willcutts / MVES
Danya DelMonaco / MWCIL
Nicole O’Driscoll / OCES




CESI and OCES brought forward areas they wanted to address. Based on their questions, we had an open peer discussion regarding:

Questions:
• I&R Designation / Secret Shopper Calls – documentation, review, and follow-up
• ASAP-to-ASAP Transfers – I&R's role, warm handoffs, and agency practices
The discussion also identified future training and follow-up topics, including WellSky dashboards, scam resources, and DTA/SNAP partnerships.

Answers:
I&R Designation Review/Secret Shopper Calls

The I&R Designation process is intended to assess agency-level systems performance, operational practices, and responsiveness to identified opportunities for improvement. Designation is not intended to serve as a mechanism for identifying or evaluating individual staff performance or personnel concerns.
Consumer Experience Testing (CET) provides agencies with information about how their I&R systems and processes are functioning from the consumer perspective. CET results are designed to increase agency awareness of areas where internal practices, workflows, documentation, training, supervision, or other operational processes may require review or improvement.
Agency reports include the date and time of each CET call, providing the agency with sufficient information to review its own operations and, when necessary, determine internally which staff were responsible for call coverage at that time. AGE does not use the Designation process to identify individual employees.
CET findings should therefore be used by agencies as a quality improvement tool to:
· Examine overall call-handling and consumer response practices.
· Review internal workflows and procedures.
· Assess the completeness and accuracy of I&R documentation.
· Identify system-level patterns and opportunities for improvement.
· Determine whether additional training, supervisory review, technical assistance, or process changes are needed.
· Monitor whether corrective or quality improvement activities result in stronger performance over time.
 
ASAP-to-ASAP Transfers and Warm Handoffs
Agencies shared different approaches to ASAP-to-ASAP transfers, with I&R often serving as the connection point to ensure a warm handoff and continuity of care. Agencies discussed using A&R/Activities to track transfers and emphasized the importance of timely WellSky updates and clearly defined responsibilities between transferring and receiving agencies.
Requested Training and Information Topics
Requested topics included scam-call resources, becoming a DTA/SNAP partner agency, WellSky dashboards, and additional video-based training.
Moving Forward: Office Hours Structure
• Four 15-minute discussion slots
• Questions submitted in advance
• Community Programs (CP) reviews and groups questions as appropriate
• Selected topics and assigned times shared before Office Hours
• Staff attend only the discussion slot (s) relevant to them
• Broader training suggestions are added to a future topic bank for broader statewide trainings




Process
	Submit
question
	CP reviews

	15-minute
slot assigned
	Schedule
shared
	Focused
discussion
	Documented discussion points posted in WP


Advance registration gives CP team time to review existing guidance, research questions when needed, and invite subject matter expertise if necessary.
Next Office Hours = October 23, 2026; 9:30 – 10:30am
	Look for the upcoming registration and submit your questions in advance.
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