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HELPFUL DEFINITIONS 

The Office for People 
With Developmental 
Disabilities (OPWDD) 

A New York State agency that coordinates and oversees services for 
individuals with developmental disabilities. Their mission is to help people 
live richer, more independent lives by promoting inclusion, self-direction, 
and access to community-based supports. 

Fiscal Intermediary (FI) 

An agency that helps individuals who self-direct their services manage the 
financial and administrative parts of their care plan, including tasks like 
processing payroll, reimbursements, Medicaid compliance, and maintaining 
service documentation. Residential Resources is an FI. 

Fiscal Intermediary 
Coordinator (FIC) 

An FI employee, in this case a Residential Resources employee, assigned to 
coordinate and provide administrative support. They ensure smooth and 
compliant service delivery. 

Circle of Support (COS) 

A team chosen by the self-directing person to help create and periodically 
review a support and spending plan that reflects that individual’s goals and 
preferences. This group typically includes family, friends, support staff, and 
may also involve a Care Manager and a Support Broker.  

Care Manager (CM) 
A person who helps with managing personalized care plans, including 
budgeting, paperwork, and connecting individuals to services, ensuring that 
the person can make informed choices and live more independently. 
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CONTACTS 

1. Who do I direct my questions to?  

This depends on the type of question... 

• If it is a question regarding the individual’s services, the FIC or Broker (whether internal or 

external) will typically be able to answer any questions that arise.  

• If the question is about your required DSP training, please reach out to the Compliance 

Coordinator for assistance. 

•  The Plattsburgh office can assist with Business Office related issues (e.g., timesheets, 

paychecks, etc.) or direct you to the correct person for help.  

• If the question is personnel-related (e.g., name changes, benefits, auto insurance, etc.), the 

Human Resources department is the best contact. 

 

2. Is there a flow chart showing who the individual’s FI is and their care manager?  

• The individual/family selects an FI (Fiscal Intermediary) before launching the individual’s services. 

• Your FIC will be introduced at the onset of services. Any change in FIC, either temporary or 

permanent, will be shared with the Circle of Support (including the DSP). We strive to provide as 

much notice as possible in these circumstances. 

• This information is provided during the New Hire training. After completing the 2-day training, the 

FIC assigned to the program(s) where you are assigned will send out our standardized introductory 

email, including contact details. 

• Any member of the Circle of Support should be able to provide the name of the Care Manager. 

 

3. Where can I find information? How does the office communicate with me? 

We aim to keep you well-informed through many methods of communication, including: 

• Employee Handbook, which is an excellent source of information 

• Residential Resources website (www.resresources.com)  

• Email and mail correspondences from various company representatives and departments, 

such as Human Resources and the Business Office 

• Employee Newsletters 

• Banners when logging into EVV 
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4. When can I expect a reply to my email from an FIC? 

Email is a key part of how we stay connected, and we aim to respond to all inquiries in a timely manner. 

• Typically, you can expect a response within 1 to 2 business days. While we strive to meet this 

timeframe, sometimes there may be delays due to circumstances beyond our control. 

• There may be times when you feel that a phone call is the best way to communicate. Feel free 

to call your FIC too. Voicemails will be returned as soon as possible, following the same 

timeline as emails. 

 

5. Is there support after hours for issues that arise? 

There is always a member of our office team on call for after-hours emergencies. Given the nature of 

the Self-Direction program, emergencies tend to be minimal. Most situations would be appropriately 

reported by leaving a detailed email or voicemail. 

• The emergency on-call number is 518-461-7392. 

• Examples of an emergency that may require on-call notification include:  

o Participant death 

o Staff injury 

o Police or emergency involvement 

 

6. What is Residential Resources’ role? Who is my supervisor? 

We provide Fiscal Intermediary Services that allow people who receive state funding to identify and 

design their own services and manage all the associated costs. When Residential Resources acts as a 

Fiscal Intermediary, we function as the provider of financial management and financial accountability. 

Residential Resources is considered the employer of record for the families who hire and manage their 

own staffing resources. 

 

Field Advocates, also known as Direct Support Professionals (DSPs), have a unique range of 

supervisory relationships. 

• The primary supervisory relationship is between the Field Advocate and the individual/family 

designee. This relationship will guide your scheduling, oversight, and feedback. 

• Residential Resources is the employer of record. We ensure regulatory compliance with the 

New York State Office for People With Developmental Disabilities (OPWDD) and our state and 
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federal partners. We process your wages, reimbursements (if applicable), and any other related 

employee benefits. Your FIC will be your most direct supervisory contact. 

PAY 

1. Where does the money for wages come from? How is my pay determined? 

Self-Direction services are funded through a Medicaid Home and Community Based Services waiver 

through the New York Office for People With Developmental Disabilities (OPWDD). As part of an 

extensive intake process, an individual budget is developed to fund the identified service needs. The 

individual and their Circle of Support will work together to determine what services are needed, 

including the wages of their Field Advocates/DSPs.  

REIMBURSEMENT 

1. What things can get reimbursed? How do I get reimbursed? How much is available for 

reimbursement?  

You will learn what is considered appropriate for reimbursement and how to submit reimbursements 

during your initial training with Residential Resources. Because some of these details will be unique to 

the participant you are supporting, it isn’t possible to provide you with a generic list of all reimbursable 

expenses. If you have any questions, please contact your FIC for assistance. 

Once you have completed your part of the reimbursement process, the FIC team will be able to 

process their part. 

• As long as there are no issues with the content/details of the submission, and the 

reimbursement is submitted by midnight Thursday, payment is generally made by Friday of the 

following week. 

o If there are issues impacting the submission, we will work promptly with you to identify 

and resolve the issues. 

o Please keep in mind that we must follow guidelines (OPWDD and Medicaid) when 

disbursing Medicaid funds. 

• Occasionally, issues beyond our control may affect the bank’s processing of payments. We will 

work closely with you to ensure it is resolved promptly. 
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The individual/family designee and the Circle of Support determine how the budget is allocated and 

ultimately spent. The dollars available for reimbursement are predetermined and require thoughtful 

planning by the team to ensure that they last for the duration of the budget year. Members of the Circle 

of Support can provide the possible amounts available for reimbursement. It is very important not to 

exceed the spending plan. When the dollars available for reimbursements are overspent, it will 

severely impact the ability to provide the planned service. 

 

2. How do I submit my mileage? Why am I not reimbursed for mileage to doctor’s 

appointments? 

You will learn how to submit mileage reimbursements during your initial training with Residential 

Resources. There are lots of details required for mileage submission. If you have any questions, please 

contact your FIC for assistance. 

There are specific guidelines (from OPWDD and Medicaid) regarding the kinds of mileage and how to 

submit them. 

• Transportation is reimbursable if it is “directly related to valued outcomes, safeguards, and 

services which coincide with the individual’s approved Plan activity.”  

o To be reimbursable under Individual Directed Goods and Services (IDGS), 

transportation costs and mileage must be related to a Medicaid reimbursable service 

within the Self-Direction Budget.  

• DSPs are not typically responsible for providing support for an individual going to a doctor’s 

appointment. If staff support is determined to be appropriate by the individual/family, then 

individuals/family/staff often plan an activity that coincides with a LifePlan goal and is located 

near the scheduled appointment. 

o The Medicaid program has some specialty services that already include transportation 

as part of their reimbursement rate. Residential Resources does not typically provide 

this type of service (i.e. Medical Transportation). 

SCHEDULE 

1. With so many limits on when I can work with the individual, it is very difficult to get full-

time hours. How is the schedule determined? 
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The Self-Direction program is a unique program administered by the Office for People With 

Developmental Disabilities (OPWDD). Unlike traditional programs, the individual and/or their designee 

works directly with other professional service providers to identify and build the services needed. Each 

field advocate's (also known as DSP) schedule is built directly on the needs of the individual served, 

ranging from a relief, part-time, or full-time schedule. It is not unusual for field advocates to work for 

more than one family to build an acceptable work schedule that will meet their own personal schedule. 

 

2. When an individual is away for vacation, camp, sickness, or other reasons, why do I have 

to use my paid time off?  

This is one of the most challenging issues for Field Advocates working in Self-Direction. Because this 

program is tailored to the specific needs of one individual, the service structure is built differently than 

that of traditional services. Many field advocates choose to develop relationships with more than one 

individual/family to create predictability as well as options. For example, if one individual plans to go to 

camp for two weeks every summer, and that is not the time that you would like to vacation, you might 

seek to provide coverage or extra time for another family. This model of service requires everyone to 

think about scheduling in a planful way. (Another similar example: Individuals/families will have the 

same, but opposite, situation when you want to vacation at a time that they do not ordinarily have 

coverage.) 

 

This scheduling challenge may not work for everyone. We encourage you to talk with the 

individual/family designee if you have questions. You might consider developing other relationships 

with other individuals who may need hours that you can provide. While we can’t ‘assign’ you to another 

person, your FIC may know of someone looking for some additional help. 

 

If there is a permanent change to the program structure that affects your scheduled hours, please 

contact your FIC or HR to discuss the potential impacts on your employment status and benefits. 

 

3. Why are you so strict about clocking in and out? Why do you consider it noncompliance 

after only the first time? 
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The term “noncompliance” is the terminology used by the state of New York to describe clocking 

in/clocking out that does not meet the established requirements. The excerpt below will provide a 

basic overview of expectations: 

Excerpt from EVV Program Requirements and Guidelines: 

All EVV services are required to have complete EVV data in order to be considered a verified 

visit. In the circumstance that a visit was not electronically captured at the time of the visit, the 

provider agency or Fiscal Intermediary (FI) must document the reason for why the EVV 

applicable services were not captured using a compliant EVV method.  

The provider agency or FI must maintain documentation of the reason for the missing EVV data. 

The Office of the Medicaid Inspector General (OMIG) or the NYSDOH will audit and monitor the 

use of paper timesheets and other non-compliant EVV methods. It is the responsibility of the 

provider agency and/or Fiscal Intermediary (FI) to ensure that an earnest effort is made to 

capture EVV through a compliant method. 

During the initial implementation of the EVVIE product, we provided information that we intended to be 

clear and concise. We ultimately received overwhelming feedback that our communication may have 

come across as harsh and punitive. We have recently made some changes to the documentation we 

share with field advocates and individuals/families regarding missing/late clock-ins and clock-outs. It 

is our hope that there is a clear understanding of what compliance with EVV means and how to 

maintain compliance here at Residential Resources. We know that mishaps happen…our intention is 

to minimize them as much as possible while complying with the expectations of our state and federal 

partners. 

 

4. Who sets the transportation limits? Why can’t I transport the individual to a location and 

help towards my hours?  

As previously mentioned in this FAQ, the individual/family and Circle of Support work together to 

build a schedule of services (within their corresponding budget) to support the needs of the 

individual served. Those services must be implemented within the guidance and regulations set 

forth by our state and federal partners (OPWDD and Medicaid). 

 

There may be many factors that affect an individual’s specific ‘active service’ and eligible 

reimbursement circumstances. In simplified terms, employee mileage reimbursement does not 
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begin until the individual served is physically present and actively receiving service. An employee’s 

commute to ‘work’ is not considered service provision nor eligible for mileage reimbursement. If 

you need clarification or additional information, please contact your FIC. 

TRAINING 

1. How do I use Wrenpay and Evvie?  

Wrenpay and Evvie training will be provided upon hire and annually thereafter. We know that you 

receive a LOT of information early in your employment, and we are working on simple tools to help 

remind and guide you through each process. 

• At the Resresources.com website (https://www.resresources.com/employee-resources/), you 

will find a button labeled Dignyfi, which includes Dignyfi and Evvie training tools. You will need a 

password to access it. If you don’t remember your password from your initial training, ask your 

FIC for help. 

• Additional training tools are being developed to help prompt field advocates through these 

necessary processes. 

 

2. Why do I have to complete so much training at once?  

OPWDD mandates that some of our initial training be completed before new staff provide direct 

service. Other Residential Resources training is necessary to ensure the safety and quality of support, 

as well as the daily tools required to support the individuals we serve. 

 

After initial training, DSPs must complete ongoing compliance trainings to ensure high-quality care. We 

monitor completion and must suspend any DSP who misses the deadline. To prevent this, we send 

reminders 60 days, 30 days, and one week before the due date and encourage DSPs to complete 

training as soon as they receive the first notice. 

 

3. Where can I find more training to support the individual I work with? Where can I find 

CPR, first aid, and other preventative care training? 

It is exciting to work with people who are interested in learning as much as possible! We applaud the 

pursuit of higher learning. Online research is often the best way to identify local educational 

opportunities. As for the funding of non-required staff education, this would be a topic to discuss with 

https://www.resresources.com/employee-resources/
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the individual/designee. As previously discussed within this FAQ, the budget is predetermined and is 

intended to support the individual’s support plan. All budget decisions are made by the 

individual/family, and they need to authorize any request for discretionary spending. 

HIRING 

1. Why does it take longer than 6 weeks to be hired?  

Many factors impact the hiring timeframe: 

• Response time from the applicant, 

• Family interview and required documentation, 

• References,  

• Fingerprinting scheduling,  

• Record check processing,  

➢ If all the hiring steps happen promptly and smoothly, the hiring process can move along 

quickly. If there is a delay in any part of the process (e.g., needing to follow up for reference 

information, difficulty scheduling fingerprinting, illegible or incomplete paperwork, or delays in 

communication), it tends to slow down the entire hiring process. When emailing important 

information related to hiring a new employee, we generally copy all interested parties on the 

email to keep the team informed about the hiring process. To avoid delays, timely and clear 

communication from everyone is essential. 

 


