
Medicaid Member Advisory Committee Feedback Tracker

Application 

Process & General Feedback

Date Feedback Division* Progress Status

4/1/19 Increase number of days to submit requested verification 
documents from current timeframe of 10 days to something longer  

E&E A release implemented in March 2020 included a change that states “While we are requesting that 
you return your verifications within ten days of the receipt of this letter, you may return your 
verifications within 45 days from the date of your Medicaid application, or within 30 days from the 
date of your Medicaid change or renewal.”

Complete

6/5/19 Have federal driver’s license REALID be used to substitute for some 
other forms of ID such as birth certificate

E&E This type of  verification is not typically needed since usually both citizenship and identity can be 
verified electronically.  However, if there was a situation where someone had to verify citizenship, 
then a REALID would be acceptable. Per 42 CFR 435.407(a)(4), DMAS can accept a valid state-
issued driver's license if the state issuing the license requires proof of US citizenship, or obtains and 
verifies a SSN for the applicant who is a citizen before issuing such a license.

Complete

8/26/19 Provide information to the public about new services DMAS is 
adding or seeking to add

Policy
OCLA

DMAS is evaluating how to best communicate this information.  Further discussion with the 
Committee can help shape DMAS’ strategy.

In progress

For Items Through Meetings Held June 8, 2020, or Earlier 8/26/20

(over)

*Divisions: E&E = Eligibility and Enrollment; OCLA = Office of Communications and Legislative Affairs; HCS = Health Care Services; IC = Integrated Care; Policy = Policy, Planning, & Innovation; 
OPS = Program Operations;  CL = Community Living 

Medicaid 

Correspondence

Date Feedback Division Progress Status

6/5/19 Renewal – Highlight on first page that phone or internet is fastest 
way

E&E A note was added to this effect. Complete

6/5/19 Mention that it is Medicaid renewal, not open enrollment to 
change plans

E&E A note was added to this effect. Complete

6/5/19 Flag on first page that Internet access may be available at public 
library

E&E A note was added to this effect. Complete

6/5/19 Have option of “has anything changed since last renewal”? E&E Notice does not specifically state this term, but instead says, "review your information below, cross 
out anything that is wrong and write in new information.“ If nothing has changed, then the 
information would just be reviewed and the form would be signed and returned.

Complete

6/5/19 Have MCO plan issued cell phones not use allotted minutes if calling 
CoverVA or using website to complete application

HCS/IC DMAS has worked with Anthem and Aetna so that calls to CoverVA are not counted against 
allotted amount.  Optima members can contact the member services line, who can transfer to 
CoverVA to not be used against the allotment.  Magellan allows 1,000 minutes per month total.

In progress

6/5/19 Make information on notice of obligation more readable.  Possibly 
include fact sheet

E&E Revisions have been made to this effect. It was implemented in March 2020. Complete

6/5/19 Have ability to start an online renewal early, save it, and come back 
to it at later date

E&E This functionality currently does not exist.  DMAS will review to see if it can be added. In progress

11/18/19 Receive an explanation of benefits after services rendered OPS/HCS/
IC

DMAS is reviewing the feasibility. In progress



Medicaid Member Advisory Committee Feedback Tracker
For Items Through Meetings Held June 8, 2020, or Earlier 8/26/20

Cover

Virginia Website (www.CoverVA.org)

Date Feedback Division Progress Status

6/5/19 Add disclaimer to CoverVA screening tool that it is for income 
determinations only and that individuals may qualify from other 
factors, such as disability

OCLA Completed.  If screening tool is used and individual’s income exceeds limits, a message is displayed 
that includes “Note: This is a basic screening tool based on income. Individuals may qualify under 
other circumstances, such as disability or medical need. For more information, call 1-855-242-
8282.”

Complete

6/5/19 Add toll free number for Cover VA Call Center to landing page OCLA This information has always been on the CoverVA webpage. The font size for the telephone 
number has been increased to make it more visible.  

Complete

6/5/19 Add more information to CoverVA website about Medicaid 
program types. Can utilize/reference information from handbooks

OCLA Content has been added since last meeting under “Programs” heading.  Additionally, DMAS is 
developing one page fact sheets for different programs.  Once completed, these will be added to 
the website.

In progress

6/5/19 Have at least one picture of just kids with disabilities OCLA DMAS has added a page for information about children with disabilities.  A picture of a child with a 
disability is on this page.

Complete

6/5/19 On CoverVA Website - List provider network, or at least have link to 
access fee-for-service provider network and MCO provider 
networks

OCLA The six DMAS managed care plans have their own websites and the CoverVA page links to those 
websites under the “Plans” heading.  The user can then access the provider network on each plan’s 
site.  The same section of the CoverVA webpage includes a link to the fee-for-service network.

Complete

6/5/19 Review for plain language.  Example of use of the word “exclusion” OCLA DMAS is performing this review. In progress

6/5/19 Review website for ADA compliance OCLA DMAS is performing this review. In progress

8/26/19 Add criteria for Commonwealth Coordinated Care Plus Waiver to 
the Children with Disabilities page

OCLA This information has been added to the website Complete

8/26/19 Add information about services available for when a child becomes 
an adult

OCLA Websites suggested by the MAC Members have been added to the “Additional Resources” section 
at the bottom of the Children with a Disability website (https://coverva.org/disabledchild/)

Complete

8/26/19 Add information about what services or programs are available 
while a waiver eligibility determination is being made

OCLA Websites suggested by the MAC Members have been added to the “Additional Resources” section 
at the bottom of the Children with a Disability website (https://coverva.org/disabledchild/)

Complete

8/26/19 Add list of frequently used acronyms and definitions for frequently 
used terms

OCLA This information has been added to the website in both English and Spanish under the “Help” 
section.

Complete

8/26/19 Add more information about the State Plan and DMAS Waivers OCLA DMAS is reviewing the feasibility of adding the State Plan to the website.  Additional information 
about the Waivers has been added as a link to content on the DMAS Agency website.

In progress

11/18/19 Add option for chat on website OCLA DMAS is evaluating this functionality. In progress

https://coverva.org/disabledchild/
https://coverva.org/disabledchild/
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Committee 

Operations

Date Feedback Division Progress Status

8/26/19 Add DMAS’ core values to the “MAC Pact” n/a The core values (service, collaboration, trust, adaptability, and problem solving) have been added 
to the MAC Pact.

Complete

8/26/19 Include Committee documents in a reusable binder rather than new
folders for each meeting.

n/a Binders will be used going forward Complete

8/26/19 Distribute post-meeting survey in hard-copy format at the end of 
each meeting

n/a Post-meeting surveys will be handed out at the end of each meeting Complete

8/26/19 Have reusable name tags for each meeting n/a DMAS is reviewing options. In progress

 Electronic Visit 

Verification

Date Feedback Division Progress Status

11/18/19 Provide more education in communities, including possibly having a 
video to explain the change.

CL DMAS is educating agency-directed providers through a series of e-mail messages to those 
providers leading up to the implementation date.  Consumer-directed education was provided 
through mailed letters, webinars, town hall meetings, e-mail blasts, and training videos.  DMAS 
maintains an e-mail box dedicated to EVV available at evv@dmas.virginia.gov.  There is also in-
depth information about EVV, including access to training presentations, available at 
http://www.dmas.virginia.gov/#/longtermprograms (click at the top on the banner titled 
“Electronic Visit Verification”).  

Complete

11/18/19 Implementation date for EVV is too soon CL The implementation date was revised for both consumer-directed and agency-directed services Complete

11/18/19 Change name of one of the available apps from “Celltrak” to 
something else.

CL CellTrak is the name of the company and DMAS has no control over the name. Complete

COVID-19

Response

Date Feedback Division Progress Status

6/5/2020 Continue COVID-19 flexibilities n/a DMAS has been working with the Governor’s office and at the federal level to continue the 
flexibilities during the respective emergency periods.

In progress

mailto:evv@dmas.virginia.gov
http://www.dmas.virginia.gov/#/longtermprograms

