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Agenda

1. Welcome 

2. Chicago Housing Landscape 101 & Housing Resources- Stephanie 

Sideman (2:00-2:30)

3. CAHPS Member Satisfaction Survey- Laurel Chadde (2:30-2:40)

4. CountyCare Updates & Announcements (2:40-2:55)

5. Resources & Reminders (2:55-3:00)
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The Source for

Housing Solutions

Housing Options in Chicago

Stephanie Sideman,

CSH Senior Program Manager 
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Accessing Housing In Chicago

Agenda

I. Chicago’s Coordinated Entry System

II. Affordable and Subsidized Housing 

III.Homelessness Prevention
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Coordinated Entry System

▪ Chicago receives funding for a variety of 

homeless dedicated housing programs. The 

Coordinated Entry System includes:

◻ Standardized housing assessment,

◻ Prioritization plan, and 

◻ Process for connecting prioritized households 

to various housing programs

▪ More information about the prioritization is 

available on our website: 

www.csh.org/chicagoces

© All rights reserved. No utilization or reproduction of this material is allowed without the 
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Coordinated Entry: Eligibility

Eligibility for Coordinated Entry = Experiencing Homelessness

◻ Staying in a shelter, outside, the bus, or a place not meant for 

human habitation

◻ Fleeing or attempting to flee an unsafe setting due to violence or the 

threat of violence

People who are experiencing literal homelessness as defined above 

can complete a housing assessment and may be prioritized for 

housing as openings become available. 
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Chicago’s Map
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Coordinated Entry Access

▪Call the CE Call Center to be assessed for housing

▪CE Call Center

◻ Mondays through Fridays from 8:30am – 4:00pm

◻ Call 312-361-1707

▪Please note that there are typically 10,000 households 

assessed each year for approximately 2000 openings. 
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Affordable Housing

Illinois Housing Search

http://www.ilhousingsearch.org/

This website provided by the Illinois Housing 

Development Authority and partners offers a listing 

of affordable and subsidized housing options that is 

updated regularly. 

Households can visit the website or call:

Toll-Free: 1.877.428.8844 (toll free) 

Monday-Friday 8am-7pm

© All rights reserved. No utilization or reproduction of this material is allowed without the 
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Affordable Housing

Go Section 8

www.gosection8.com

This site is designed to help people with a 

housing choice voucher to connect with landlords 

that accept vouchers. 

Since this site offers up to date market rate and 

affordable housing by City or zip code, it can also 

be useful for households seeking housing without 

a voucher.  

© All rights reserved. No utilization or reproduction of this material is allowed without the 
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Housing for People Impacted By HIV or AIDS

AIDS Foundation of Chicago

https://www.aidschicago.org/

People impacted by HIV or AIDS are eligible for 

housing dedicated for this population. On this 

website, go to “I Need Housing” to be guided to 

next steps.

© All rights reserved. No utilization or reproduction of this material is allowed without the 
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Chicago Housing Authority 

▪CHA - How to Apply:

• Visit CHA website and complete an application 
www.thecha.org and click on CHA Housing 
Waitlists or go directly to 
www.applyonline.thecha.org

• Can apply to one public housing option and 
one project based voucher option at a time

• First, check the waitlist by clicking on View 
Properties and Estimated Wait Times as some 
properties have a one year wait and others have a 
25 year wait

© All rights reserved. No utilization or reproduction of this material is allowed without the 
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Chicago Housing Authority 

© All rights reserved. No utilization or reproduction of this material is allowed without the 
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For Households Experiencing Homelessness

Applicants must check one box stating they are 
experiencing homelessness AND one box confirming 
they agree to share.

This allows for the homeless preference to be offered after 
a monthly data match between All Chicago and CHA.

People experiencing homelessness can apply for homeless 
dedicated housing under Project Based Voucher in the 
Supportive Housing section. 



City of Chicago Affordable Housing

▪ The City of Chicago offers a listing of affordable 

and subsidized housing options:

▪ City of Chicago : Affordable Rental Housing 

Resource List

▪ You can download this resource list or navigate 

through options online

© All rights reserved. No utilization or reproduction of this material is allowed without the 
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HUD Affordable and Subsidized Housing

▪ The Department of Housing and Urban 

Development (HUD) offers multi-family and senior 

housing that is affordable or subsidized, depending 

on the building. 

▪ Visit on https://resources.hud.gov/ and then click on 

an option below:

© All rights reserved. No utilization or reproduction of this material is allowed without the 
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Assisted Living

▪Provides a higher-level of care compared to supportive 

housing

▪Tends to be more focused for medically frail elderly 

individuals

▪Best to reach out to individual facilities to see if they 

have openings/ would be a good fit

▪Assisted Living Resources:
◻ Caring.com

◻ A Place for Mom

▪ Potential places:

◻ Senior Suites (locations throughout the city)

◻ Friendly Towers (Uptown, 55 and up)

◻ Eden Supportive Living (Buena Park)

© All rights reserved. No utilization or reproduction of this material is allowed without the 
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Homelessness Prevention Resources

If someone is at risk of homelessness, make sure to 

connect to resources:

▪ In Chicago, call 311 and ask for Short Term Help.  

▪ The household can be linked to prevention 

resources like temporary rental assistance or a 

deposit fee on an apartment, past due utilities 

© All rights reserved. No utilization or reproduction of this material is allowed without the 
written permission of CSH.
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Unanswered FAQ
If you asked a question during the live webinar that was not answered, please reach 
out to Nikki directly (Nichole.Waltrich@cookcountyhealth.org) with your specific 
question. 
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CAHPS
Member Satisfaction Survey

Laurel Chadde
Manager of Population Health and Performance Improvement
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CountyCare CAHPS Member 
Satisfaction Survey

• Every year, the Consumer Assessment of Healthcare Providers and 
Systems (CAHPS®) survey gathers feedback about patients’ experience 
with their health plan and health care providers

• The survey is anonymous, voluntary, and evaluates the care and 
service CountyCare members receive

– Appointment Availability

– PCPs and Specialists

– Customer Service

22
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2021 CAHPS survey has started!

Project 
ID Title

First 
Survey 
Mailed

First 
Reminder 

Card

Second 
Survey 
Mailed

Second 
Reminder 

Card

Begin 
Telephone 

Phase

End 
Telephone 

Phase

CHILD 
37803

CountyCare Health Plan - CM CAHPS 5.1H 2021 
(MY2020)

2/24/2021 3/3/2021 3/31/2021 4/7/2021 4/21/2021 5/5/2021

ADULT
37797

CountyCare Health Plan - Total Medicaid - AM 
CAHPS 5.1H 2021 (MY2020)

2/26/2021 3/5/2021 4/2/2021 4/9/2021 4/23/2021 5/7/2021
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• Surveys are mailed to members, then members are called if they don’t 
complete the mailed survey 
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Why is the CAHPS survey important?

• Member satisfaction with CountyCare – we 
want our members to remain CountyCare 
members

• CountyCare must score well to earn points for 
National Committee for Quality Assurance 
(NCQA) accreditation

• Address gaps and implement performance 
improvements

24
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CAHPS: Getting Care Quickly

• Getting Care Quickly

– Q4. In the last 6 months, when you needed care 
right away, how often did you get care as soon as 
you needed?

• CountyCare scored <25th percentile in 2020

25
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Process for Members Needing Care Immediately

• CountyCare’s process and expectation:

– For members needing care immediately, refrain from using 
the term “Urgent Care”

– Process is to refer members to their PCP, not to an Urgent 
Care Center

• CountyCare doesn’t have Urgent Care Centers within 
the network

– Members must obtain urgent visit with PCP within 1 
business day or PCP can refer the member to another PCP

• After hours coverage: required 24 hours a day, 7 days a week

26
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Medicaid Appointment Wait Time 
Standards

27

PROVIDER TYPE CATEGORY

MEDICAID PROGRAM 

REQUIREMENTS

Primary Care Regular, routine care (preventive) 

Routine care (infant <6 months old) 

Non-urgent problem or complaint

Urgent visit

Afterhours

Within 5 weeks

Within 2 weeks

Within 3 weeks 

Within 1 business day or referred

24/7 coverage (voicemail only not 

accepted)

Behavioral 

Health

Care for non-life-threatening emergency 

Urgent care within 48 hours

Initial visit for routine care

Follow-up routine care

Within 6 hours (or are directed to 

ER)

Within 48 hours

Within 10 business days 

Within 30 days

OB/GYN Prenatal - 1st trimester

Prenatal - 2nd trimester 

Prenatal - 3rd trimester

Within 2 weeks

Within 1 weeks

Within 3 days

Specialty Care Initial visit for routine care

Follow-up routine care

Within 4 weeks

Within 4 weeks

Help set member expectations for when they can expect an 
appointment with a provider
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Share Your Feedback & Experience

• In the chat box:

– What do you tell members who need care 
immediately?

• Any member feedback on getting care immediately?

– Any member feedback on getting care/ 
appointments with Specialists?

• What specialty?

28
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Thank You!
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FAQ
How is this survey provided to members? Is the survey by mail or is the member able 
to complete the survey on their portal?

Survey is mailed to members. If they don’t complete the mailed survey, they will 
receive a telephone call and can complete the survey telephonically. The survey is not 
on the CountyCare member portal as an outside vendor must conduct the survey.

Sometimes the issue is that no one answers at the PCP office. What should a family 
do then?

PCPs are required to have 24/7 coverage and CountyCare conducts an annual 
afterhours coverage audit. If unable to reach a PCP, please share the information with 
CountyCare.

Is there a reason why CountyCare doesn’t have urgent cares in network? Is this 
something CountyCare is working on?

CountyCare emphasizes the member-provider relationship with the goal being to 
maintain continuity of care. 

30
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FAQ
What happens when the member and CC calls the clinic repeatedly and no one 
answers? It's a few providers that haven't answered.

If unable to reach a PCP, please share the information with CountyCare.

Even if we contact PCP offices, and request urgent appointments, most times 
appointments are still scheduled further out than next day. I would like to know 
what the expectation is then if that happens- do we need to get provider relations 
involved?

The HFS contract says members must obtain an urgent visit with PCP within 1 business 
day or the PCP can refer the member for appropriate care at another facility if they 
cannot see them within 1 business day.

31
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CountyCare Announcements
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Announcements
MHNConnect Update→Avail Logs (adult BH crisis calls) available as of 2/26/21

Expected CM Follow-Up Activities 

• Follow up with member within 5 businesses days of referral receipt 

• Document follow up with member in clinical documentation system

• Review and update Care Plan and HRA with input from member, as applicable 

• Ensure member needs are addressed, as appropriate 

33
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FAQ

Is there a contact person for problems with MHN Connect? 

You can submit a ticket through MHNConnect directly. Select “support” in the top 
right corner of the MHNConnect homepage. Then select “New Support Ticket” to 

submit a new ticket. 

34
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March 2021 New Text Message

35

• Population:  All households

• Languages: English, Spanish, Polish

• Purpose:  What to do if care is needed immediately? CAHPS survey question 
mailed to households beginning March 2020.

Hi from CountyCare! Do you know what to do and where to go if you need 

medical help right away? If you need care immediately for things like minor cuts, 

fevers, or earaches, you should call the primary care provider (PCP) listed on your 

Member ID card. Your PCP will see you within one business day or will tell you 

where to go to receive care. Questions? Call your PCP or the 24-hour Nurse 

Advice Line at 312-864-8200, 711 (TTY/TDD)
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CM Manual Updates

36

Care Management Manual updates coming to website 
early March 

Number Topic/Section Summary

1 DCFS Requirements Care Management assignments and requirements for each category of 
DCFS youth. 

2 ICT Best practices, care coordinator responsibilities, expectations for 
documentation 

3 Negotiated Risk Agreements Definition, documentation requirements (IPoC and form) 

4 Care Management System Requirements Minimum requirements for care management systems in alignment with 
NCQA PHM 5 

5 Glossary Updated definitions for care coordination, care management, risk pool 

6 Care Management Contact Requirements Contact requirements every 90 days for Level 2 and 3 members 

7 SLF and LTSS changes Service Plan requirements and responsibilities 

8 PA Updates and Waiver Service Validation Service Satisfaction requirements 

9 LTSS Disenrollment ETI Form and MCO Participant Transfer Form Requirements 

10 FHP Care Management expectations for members enrolled in the Flexible 
Housing Pool 
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Navigating New Website

• CountyCare Website Scavenger Hunt activity updated & will be sent out post-
webinar.

• CountyCare Covered Items: CPT Code Look Up 2021

– All CountyCare covered Items are listed on the CPT code list

– Each covered item has a CPT or HCPCS code number

– Each item listing includes whether or not a prior auth is needed and any 
additional parameters

– The CPT code list is downloaded from the CountyCare Website

CountyCare website home page: https://countycare.com/

Website navigation:  “For Providers” drop down menu, “Prior Authorization” (see next 
slide)

37
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CPT Code Look Up 2021
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CPT Code Look Up 2021

39

1. Click Prior Authorization CPT Look-up
2. CPT Code excel document downloads
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How to Read CPT Code List- Example

40

Each item has a CPT or HCPCS code number, description, prior auth requirement and 
addition parameters
• Search list by CPT or HCPCS code or by item name
• Use “Control F” function in excel
• Search for “Hospital Bed”
• Result: Hospital bed, HCPCS code E0250, description, prior auth required for rental, 

prior auth not required for purchase (see next slide)
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FAQ
Can members with chronic back aches receive a breast reduction? we have plastic 
surgeon for those having chronic back ache and requires breast reduction to cure 
back pain? 

Cosmetic breast reductions are not covered, but medically necessary breast 
reductions may be covered. Prior authorization is required (CPT Code 19318-
reduction mammaplasty). 

41
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Illinois Vaccine Rollout Status

42

https://www.dph.illinois.gov/covid19/vaccination-plan

Phase Population

Phase 1a • Healthcare Personnel
• Long-term care facility staff and all residents
• Other identified congregate care staff and all residents

Phase 1b
(current state, 
“Phase 1b 
plus”)

• Persons aged 65+
• Frontline essential workers  (first responders, educators, public 

transit workers, grocery store workers, etc.)
• Inmates

Phase 1c • Possible groups could include:
• Persons aged 16-64 years old with high-risk medical conditions
• Other essential workers

Rollout plans to be announced via press conference today (3/17)
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Vaccination Locations
Who Entity Website Phone Number Description 

Chicago residents Chicago Dept Public 
Health

Zoc-Doc Appt Finder 

Chicago Vaccine 
Locator

N/A Recommends first contacting Health Care Provider. Over 350 
health care providers have signed up with CDPH to distribute 
vaccine, then recommends through pharmacy or employer.

ZocDoc Appointment finder can be used to locate 
appointments at participating providers (Rush, Amita, Erie, 
Innovative Express Care)

Cook County 
Residents 
(Suburban Cook & 
Chicago)*

*excludes Oak Park 
and Evanston residents

Cook County Health https://vaccine.cookco
untyil.gov/

1-833-308-1988 Sign up to receive: (1) Updates on the Vaccine and the 
Community Vaccination Program
(2) Notification for when vaccine administration is open to 
your phase
(3) Information on scheduling a vaccine appointment 
through Cook County Health
(4) Information on vaccine distribution locations throughout 
Cook County

Ill inois Residents Pharmacies (Walgreens, 
Mariano’s, Walmart, 
Jewel)

Walgreens
Mariano’s 
Walmart
Jewel

N/A Limited doses available at pharmacies throughout the state. 
Use each link to search appointments at each pharmacy. 

Il l inois Residents Healthcare Providers Chicago Vaccine 
Locator

State of Il l inois Vaccine 
Locator 

Members should call 
their PCP 

Over 350 health care providers have signed up with CDPH to 
distribute vaccine (ie Oak Street Health, ACHN Clinics, 
Loretto Hospital, PCC, etc.). Sites may be reaching out to 
eligible patients. 

Evanston 
Residents

Evanston Dept Public 
Health

https://www.surveymo
nkey.com/r/27LBXZK

N/A Residents who fill out the registration form will be contacted 
when they are eligible to receive from the City-wide site(s)

Oak Park 
Residents 

Oak Park Dept Public 
Health

https://webservice.oak
-park.us/VaccinePre-
registrationForm/

708-358-5499 Residents who fill out the registration form will be contacted 
when they are eligible to receive from the City-wide site(s)
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Mobile Vaccination Program for 
Homebound Chicagoans

CDPH and Chicago Fire Department pilot program that aims to vaccinate seniors and 
people with disabilities who are homebound.

Eligibility

• Be a senior OR person with a disability who requires in-home assistance OR

• Have to use adaptive equipment (ventilator, crutches, walker, wheelchair, etc.) 
and/or accessible transportation to leave home AND

• Leaving home is not an option because doing so requires considerable and taxing 
effort 

• City of Chicago resident 

Complete the City of Chicago In-Home COVID-19 Vaccination Contact Form: 
https://redcap.dph.illinois.gov/surveys/?s=NC9XC3889P

44
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COVID-19 Vaccine Doses by Zip- Series CompletedCOVID-19 Vaccine Doses by Zip- 1st Dose

Vaccine Distribution Updates- Phase 1B
Updated: 3/16/2021 

Continue Tracking:
https://www.chicago.gov/city/en/sites/covid19-vaccine/home/vaccine-data.html
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Vaccine – CountyCare Guidance

• Text Message Campaign
– Directs members to the Cook County vaccine registration page: 

https://vaccine.cookcountyil.gov/ or call 833-308-1988

• CountyCare Website
– Link to Cook County vaccine information: “Top 10 Things You Need to Know”

– Link to PDF with vaccine distribution information 

46
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Crisis Resources 
• CountyCare Emergency Resource List: 

https://countycare.com/wp-
content/uploads/Emergency_Resource_List_CountyCare_05042
020.pdf   Link updated

• Purpose: Assist CountyCare Care Coordinators members with 
resources that are available in Cook County, including food 
assistance, financial assistance, clothing, and others. This list is 
not meant to be fully comprehensive of all available community 
resources. 
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*This slide to be retired 
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FAQ
Can we have more information on the Johnson & Johnson (Janssen) vaccine?

Information provided by the FDA: Janssen COVID-19 Vaccine EUA Fact Sheet for 
Recipients and Caregivers (fda.gov)

Where can you register for the Janssen vaccine?

At this time, consumers are unable to chose which vaccine (Pfizer, Moderna, Janssen) 

they receive. Vaccines are administered based on availability.

48
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Care Coordinator Spotlight
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Care Coordinator Spotlight 
Emma Eaton, Care Coordinator- Health Plan CME

Emma is known by her teammates as incredibly
compassionate.

Q: What is your number 1 tip for success as a Care
Coordinator?

A: just unconditionally commit myself to possibly
working with each member facing a task of
decreasing some of their concerns and issues.

Q: What’s a fun fact about you?

A: Looking forward to taking a trip without a mask 
on my face! Also, I really consider cooking as fun.
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ICARE Standard: Respect



CM Spotlight Reminder

• https://redcap3.cookcountyhhs.org/surveys/?s=77EX8JYL9W

– ICARE criteria used to make nominations 

– Nominators can remain anonymous 

– Separate survey from CM webinar Feedback form 
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Resources & Reminders
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Emergency Rental Assistance Program 

Applications now open for the Cook County Emergency Rental Assistance Program, for up 
to 12 months of missed rent and utility payments and up to 3 months of future rent 
payments.

Eligibility
• Residents of suburban Cook County who rent their home

– Landlords can apply on behalf of eligible tenants

• Must have proof of financial hardship due to COVID-19 Pandemic 
• Meet annual income requirements 

Households are not eligible if:
• They are living in public housing
• They are receiving rental assistance from other programs for the same time period

Application Link: https://www.cookcountyil.gov/service/covid-19-recovery-emergency-
rental-assistance-program
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Application deadline: 
April 2, 2021

https://www.cookcountyil.gov/service/covid-19-recovery-emergency-rental-assistance-program


Toddler & Children Book Club Reward
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• A reward for Families with Children ages 3 to 
16

• One free book every three months mailed to 
member’s home

• A $10 Target Card for children ages 5 to 16

• Reward Summary: 
https://countycare.com/wp-
content/uploads/CCR_RewardsProgramTable_
English_052920.pdf
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Reminders
• The next webinar is scheduled for Wednesday, April 21st

– Topic: Mental Health 

• Webinar feedback: https://redcap.link/23k1fzzb

• Slides will be posted to the CountyCare Care Coordination Webpage: 
http://www.countycare.com/carecoordination
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Open Forum

Please share any needs or questions you have for 

each other by typing in the chat box  

CountyCare CM Webinar  | For CountyCare Care Coordination Staff – Not for Distribution

56



Thank You!
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