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The Support Planning Process
Defining the Support Planning Process
What is support planning? Support planning is the process of assisting the individual and
their family in:
•

Identifying their needs, abilities, and preferences,

•

Visualizing their future and what they want in their life, and

•

Supporting them to access both paid and unpaid resources so that they can achieve
their goals and live the best life possible in the community.

Compliance with State and Federal Requirements
The federal Centers for Medicare & Medicaid Services (CMS) authorizes the Home and
Community-Based Services (HCBS) waiver program under 1915c of the Social Security
Act. It also provides rules and requirements for waivers to operate.
In general, regulation requires that every individual on the APD waiver have a current and
approved person-centered support plan.
CMS published the final HCBS regulations (known as the “Final Rule”) on January 16,
2014.

Six standards of HCBS:
1) Integration into the community;
2) Individual choice;
3) Individual rights;
4) Autonomy;
5) Choice regarding services and providers; and
6) Person-centered planning.
WSCs can read this rule online at: https://www.gpo.gov/fdsys/pkg/FR-2014-0116/pdf/2014-00487.pdf
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Overview of Person-Centered Planning
Person-centered planning is a way of coordinating services that places the individual at the
center of their support planning process.

Person-Centered Planning Video:
Learn more about person-centered versus system-centered planning by Beth Mount.
https://www.youtube.com/watch?v=2REk6fYDZ0Y

Characteristics of Person-centered Planning:
While there may be some variation regarding the actual practice of person-centered
planning, the following are the primary characteristics that should guide the support
planning process.
The principles of self-determination are at the center of person-centered planning.

Self-Determination Theory
The following website houses a wealth of information on self-determination such as
research, publications, videos, and more.
•

https://selfdeterminationtheory.org/research/

The individual is present at the meeting and directs the process.
The planning is a conversation with the individual.
Goals address what is important to the individual.
The planning includes a visual image.

Person Centered Planning Resources
The following websites offer helpful information, training videos, presentations, and free
person-centered panning tools:
•
•
•
•

inclusive-solutions.com
helensandersonassociates.co.uk
pcp.sonoranucedd.fcm.arizona.edu
clearwatercog.org/2017/11/dream-inspired-planning
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The Role of the Circle of Support
Supporting the individual is not limited to just the Waiver Support Coordinator. A full “circle
of support” is required to effectively assist the individual in the many facets of their life.

Summary of the roles of each member of the circle of supports:
The Individual
The support plan process is focused on the individual. With support planning, the
individual must be provided the opportunity to direct the process to the maximum extent
possible. This direction includes, but is not limited to:
•

Choosing who they would like to participate in the planning process and who is
invited to the meeting

•

Participating in the support planning meeting in a way that they choose

•

Communicating their desires, hopes, and dreams for their future, including what is
working now in their life, what is not working, and what they would like to see
different; this can happen anytime during the year

•

Signing the support plan to indicate that he or she participated in the support
planning meeting

•

Requesting changes and approving changes or revisions to the support plan
throughout the year as desired or needed

•

Communicating any concerns or feedback with the WSC throughout the year; if
disagreements are not resolved, they may request that they are noted on the
support plan before signing it

Family and Friends
The individual may choose to have members of their family or close friends participate in
the planning process. While family and friends may not be involved daily, the WSC must
not underestimate the importance of their involvement. Family and friends may participate
in the following ways:
•
•
•
•
•

Provide information based on their intimate knowledge of the individual
Identifying strengths and positive attributes; helping to identify and address known
risks
Assist the individual to plan for their future and provide support (if requested)
Share with the WSC any concerns, disagreements, or feedback during the planning
process and throughout the year
Be a natural support system for the individual and give meaning to his or her life
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Legal Representatives
If the individual is under 18 or has a designated legal guardian, the legal representative
must be part of the support planning process.
42 CFR 441.301 states: “the individual’s representative should have a participatory
role, as needed and defined by the individual, unless State law confers decisionmaking authority to the legal representative. All references to individuals include the
role of the individual’s representative.”

The legal guardian should be consulted during the support planning processes and
encouraged to participate on behalf of the individual in the following ways:
•

Contributing to the person-centered information based on their own intimate
knowledge of the individual

•

Helping to identify and address known risks

•

Assisting the individual to plan for their future and provide support

•

Reviewing and approving the plan and other documents by signing the support plan

•

Sharing any concerns or disagreements during the planning process with the WSC

•

Reviewing and approving changes to the support plan throughout the year if needed

•

Sharing any concerns or feedback with the WSC throughout the year

Service Providers (paid and unpaid)
Providers are important to person-centered planning because they carry out services to
help the individual achieve their goals. Providers often know the individual well and have
regular contact with the individual. A provider:
•

Assists the person to participate in the planning process as fully as possible.

•

Contributes to the planning process as requested by the individual.

•

Gathers information and shares it with the WSC prior to the meeting.

•

Helps identify serious risks by providing medical or other historical information.

•

Communicates with the WSC or other team members if the person’s desired
outcomes or support needs must be readdressed or updated.

•

Carries out activities that assist the individual in achieving their goals.
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Waiver Support Coordinator (WSC)
WSCs are key in facilitating person-centered planning and helping the individual achieve
their desired outcomes. A WSC:
•

Engages in an ongoing conversation with the individual regarding what they want
for their future and assists them in making changes to the support plan as
necessary, documenting in the support plan when changes occur.

•

Facilitates and completes the development of the support plan.

•

Conducts a person-centered planning process that considers all supports that can
be available to the person, whether waiver funded, funded by other sources, or
funded by natural supports like volunteers.

•

Ensures that the plan meets the person’s current service needs and complies with
requirements for the chosen service setting(s) and associated funding.

•

Signs the support plan.

•

Provides to the individual or their legal guardian, via secure e-mail, U.S. mail, or
hand-delivered, a copy of the to the support plan and cost plan.

•

Documents in the progress notes the date and method by which the support plan
was provided to the individual or legal representative.

•

Ensures all service providers receive a copy of the approved support plan.

•

Files a signed copy of the support plan in the recipient’s central record.

•

Monitors service provision, progress on goals, and the person’s satisfaction with
their services and providers.

•

Addresses and resolves issues by meeting with the recipient and providers.

•

Assists the individual in communicating with providers to help the individual achieve
their desired goals and outcomes.

The following is an informative tool that the “many hats” of the Waiver
Support Coordinator in the support planning process.
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Roles of the Support Coordinator
Within the Support Planning Process
A Waiver Support Coordinator (WSC) wears many “hats” throughout the course of the day.
This is especially true during the support planning process when the individual, their family,
and the rest of the circle of supports must work together and make important decisions.
The following is an overview of how the WSC functions in different roles:
1) Listener
Listen first, give advice second! Seek opportunities to understand the individual and
their family and encourage them to express their concerns, priorities, needs, and
desires. Listen to what and how the person communicates and acknowledge what is
being expressed. Some pointers for listening and observing include:
•

Observe cultural and personal values that are important to the individual and
family.

•

Listen for who the person identifies as important to them or already a part of
the support network. This could be family, friends, neighbors, or others.

•

Listen for and observe interests, needs, and strengths that might link the
individual to a wider network of supports and provide key information to know
how to best serve him or her.

•

Listen to and observe how the person typically approaches solving problems.

•

Listen for concerns, hopes, needs, and desires.

•

Acknowledge and validate the individual’s concerns, preferences, and
choices.

2) Consultant
Provide information and guidance in response to requests made by the individual,
his or her family, or others who support them. An important aspect of the WSC’s
consultant role is to be a source of information so that individuals can make
genuinely informed choices.
3) Resource
WSCs function as a natural resource for individuals, since they have and are aware
of connections to the community. Share information about different sources of
support, services, and funding that can meet the individual’s needs.
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4) Facilitator
Assist the individual and their family in planning, developing, and implementing the
support plan. It’s up to the WSC to create an environment for meetings that allows
opinions and choices to be expressed and respected. The facilitator also creates
opportunities for individual to become skilled at obtaining access to available
resources and supports.
The WSC as a facilitator:
•

Assists the individual in developing a vision for their future.

•

Acts as a spokesperson for services that promote community inclusion.

•

Looks for ways that people can make a difference in the course of their
everyday life.

•

Is not hindered by inadequate resources but looks for innovative, creative
ways to access resources.

•

Does not voice their own opinions or values or try to control situations, but
rather creates a climate that encourages the person and their family to make
choices and access supports that are most important to them.

5) Mobilizer
Make the individual or family aware of untapped resources and sources of support.
An important role of the WSC is to link the individual or family to others that can
provide both proven best practices as well as new or alternative ways to meeting
their needs. The support coordinator as a mobilizer also identifies existing gaps in
resources, supports, and services and contributes to the development of new
supports and services.
6) Mediator
Develop cooperation and collaboration between providers, the individual, and family
to reach support plan goals and outcomes. The WSC as a mediator takes on the
responsibility to clarify and resolve conflicts and to guide others to work in
collaboration for the good of the individual.
7) Advocate
Protect the individual’s personal preferences, desires, and rights. The WSC as an
advocate also works to empower the individual with the skills to advocate for their
own needs and rights.
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Pre-Support Planning Activities
WSCs should begin planning at least 60-90 days prior to the expiration of the current
support plan. Prior to the formal support plan meeting, the WSC should conduct presupport planning activities to gather information to facilitate the process:

Getting to Know the Individual
The best way to get to know people is to spend time with them. Talk with the individual. Go
places with him or her. Pay attention to not just what the person says, but also to what he
or she does. This will provide you with a lot of information about the person as an
individual. During this time, have the individual start thinking of personal goals, their needs,
and potential services for the upcoming year.
In addition, getting to know the individual includes reviewing written documentation, such
as clinical reports, evaluations, their current QSI, and provider documentation from service
providers.
The Initial Contact
When planning supports for someone new to you, it is especially important to take
additional time getting to know them, observing how they make choices and communicate,
and what their strengths and challenges are.
Topics to discuss during this initial contact include:
•

The reason for the referral for services

•

Where the individual lives, with whom they live, their current routines and daily
activities, what they like to do, and what is important to them, such as employment
and other future goals

•

The individual’s health history, current status, including medications, risk areas or
concerns, and supplies the individual may need to be as healthy as possible

•

Waiver and non-waiver support and services to enhance each area of life
As a best practice, be sure to bring information that explains the waiver services
such as:
• APD brochures through the regional office
• A quick reference tool that you create yourself
• The APD waiver Handbook.

The following are some helpful guidelines on how to engage with your
clients as you get to know them.
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Getting to Know the Individual
Conversations from a Person-Centered Perspective
How we communicate says a lot about what we feel and think about the person we’re talking to.
This is no different when talking to individuals with disabilities. Being aware of how the person is
experiencing the conversation will show that you value him or her and believe what he or she says
is important to you. Consider the following when getting to know the individual:

Be aware of your meeting space:
❖ Keep the surroundings free from distractions for yourself and for the individual.

Be aware of how you speak:
❖ Talk at eye level. Standing over a person can be perceived as aggressive or domineering.
If the person you are speaking with is sitting, you should also sit and speak with them faceto-face.
❖ Speak clearly, emphasize key words, and repeat important statements. You may need to
use different words if the listener does not seem to understand.
❖ Speak in concrete terms. Give examples and demonstrate as needed.
❖ Respect the individual, their family, and what they desire to communicate. Keep in
mind that the person may choose not to answer some of the questions. Everyone
communicates, but in different ways.
❖ Check in frequently to be sure the person understands and take a break when you notice
disinterest or fatigue.
❖ Watch out for excessive flattery, which can seem condescending and insincere.
❖ Do not treat adults like children, regardless of their “functioning level.”
❖ Talk to the person, not about him or her.

Be aware of how you listen:
❖ Listen with full attention. Do not interrupt but encourage the person to take the time they
need to say fully what they think and feel. For someone whose disability results in a slower
speech pattern, give them extra time to communicate their thoughts. Do not seek for
someone else to speak on their behalf. Allow members of the support team to speak and
listen to their opinions, but always remain person-centered. The person who best conveys
wants and needs is the individual you serve!
❖ Give occasional acknowledgements. Acknowledge the person at the beginning by saying
their name. Occasional acknowledgements throughout your conversation show that you are
listening and understand.

❖ Don’t pretend to understand; ask for a repeat of what was said if needed.
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Support Planning Documentation
APD’s process for support planning requires that several documents be filled out and
submitted during the initial support planning process and then annually thereafter. The
WSC is responsible to coordinate filling them out and knowing when they are due.
Please note that some of these forms may need to be filled out at a time other than during
the support planning process depending on your clients’ needs.

The following are some of the required documents that must be
reviewed and completed during the initial support planning process.
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Bill of Rights for Persons with Developmental Disabilities

(a) Persons with developmental disabilities shall have a right to dignity, privacy, and
humane care, including the right to be free from abuse, including sexual abuse,
neglect, and exploitation.
(b) Persons with developmental disabilities shall have the right to religious freedom and
practice. Nothing shall restrict or infringe on a person’s right to religious preference
and practice.
(c)

Persons with developmental disabilities shall receive services, within available
sources, which protect the personal liberty of the individual and which are provided in
the least restrictive conditions necessary to achieve the purpose of treatment.

(d) Persons with developmental disabilities shall have a right to participate in an
appropriate program of quality education and training services, within available
resources, regardless of chronological age or degree of disability. Such persons may
be provided with instruction in sex education, marriage, and family planning.
(e) Persons with developmental disabilities shall have a right to social interaction and to
participate in community activities.
(f)

Persons with developmental disabilities shall have a right to physical exercise and
recreational opportunities.

(g) Persons with developmental disabilities shall have a right to be free from harm,
including unnecessary physical, chemical, or mechanical restraint, isolation,
excessive medication, abuse, or neglect.
(h) Persons with developmental disabilities shall have a right to consent to or refuse
treatment, subject to the powers of a guardian advocate appointed pursuant to s.
393.12 or a guardian appointed pursuant to chapter 744.
(i)

No otherwise qualified person shall, by reason of having a developmental disability,
be excluded from participation in, or be denied the benefits of, or be subject to
discrimination under, any program or activity which receives public funds, and all
prohibitions set forth under any other statute shall be actionable under this statute.

(j)

No otherwise qualified person shall, by reason of having a developmental disability,
be denied the right to vote in public elections.
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Resident Rights for Individuals Living in APD Licensed Facilities

(a)

Clients shall have an unrestricted right to communication:
1. Each client is allowed to receive, send, and mail sealed, unopened
correspondence. A client’s incoming or outgoing correspondence may not be
opened, delayed, held, or censored by the facility unless there is reason to
believe that it contains items or substances which may be harmful to the client or
others, in which case the chief administrator of the facility may direct reasonable
examination of such mail and regulate the disposition of such items or
substances.
2. Clients in residential facilities shall be afforded reasonable opportunities for
telephone communication, to make and receive confidential calls, unless there is
reason to believe that the content of the telephone communication may be
harmful to the client or others, in which case the chief administrator of the facility
may direct reasonable observation and monitoring to the telephone
communication.
3. Clients have an unrestricted right to visitation subject to reasonable rules of the
facility. However, this provision may not be construed to permit infringement
upon other clients’ rights to privacy.

(b)

Each client has the right to the possession and use of his or her own clothing and
personal effects, except in those specific instances where the use of some of these
items as reinforcers is essential for training the client as part of an appropriately
approved behavioral program. The chief administrator of the facility may take
temporary custody of such effects when it is essential to do so for medical or safety
reasons. Custody of such personal effects shall be promptly recorded in the client’s
record, and a receipt for such effects shall be immediately given to the client, if
competent, or the client’s parent or legal guardian.
1. All money belonging to a client held by the agency shall be held in compliance
with s. 402.17(2).
2. All interest on money received and held for the personal use and benefit of a client
shall be the property of that client and may not accrue to the general welfare of all
clients or be used to defray the cost of residential care. Interest so accrued shall
be used or conserved for the personal use or benefit of the individual client as
provided in s. 402.17(2).

3. Upon the discharge or death of a client, a final accounting shall be made of all
personal effects and money belonging to the client held by the agency. All personal
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effects and money, including interest, shall be promptly turned over to the client or
his or her heirs.
(c)

Each client shall receive prompt and appropriate medical treatment and care for
physical and mental ailments and for the prevention of any illness or disability.
Medical treatment shall be consistent with the accepted standards of medical
practice in the community.
1. Medication shall be administered only at the written order of a physician. Medication
shall not be used as punishment, for the convenience of staff, as a substitute for
implementation of an individual or family support plan or behavior analysis services,
or in unnecessary or excessive quantities.
2. Daily notation of medication received by each client in a residential facility shall be
kept in the client’s record.
3. Periodically, but no less frequently than every 6 months, the drug regimen of each
client in a residential facility shall be reviewed by the attending physician or other
appropriate monitoring body, consistent with appropriate standards of medical
practice. All prescriptions shall have a termination date.
4. When pharmacy services are provided at any residential facility, such services shall
be directed or supervised by a professionally competent pharmacist licensed
according to the provisions of chapter 465.
5. Pharmacy services shall be delivered in accordance with the provisions of chapter
465.
6. Prior to instituting a plan of experimental medical treatment or carrying out any
necessary surgical procedure, express and informed consent shall be obtained from
the client, if competent, or the client’s parent or legal guardian. Information upon
which the client shall make necessary treatment and surgery decisions shall
include, but not be limited to:
a. The nature and consequences of such procedures.
b. The risks, benefits, and purposes of such procedures.
c. Alternate procedures available.
7. When the parent or legal guardian of the client is unknown or unlocatable and the
physician is unwilling to perform surgery based solely on the client’s consent, a
court of competent jurisdiction shall hold a hearing to determine the appropriateness
of the surgical procedure. The client shall be physically present, unless the client’s
medical condition precludes such presence, represented by counsel, and provided
the right and opportunity to be confronted with, and to cross-examine, all witnesses
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alleging the appropriateness of such procedure. In such proceedings, the burden of
proof by clear and convincing evidence shall be on the party alleging the
appropriateness of such procedures. The express and informed consent of a person
described in subparagraph 6 may be withdrawn at any time, with or without cause,
prior to treatment or surgery.
8. The absence of express and informed consent notwithstanding, a licensed and
qualified physician may render emergency medical care or treatment to any client
who has been injured or who is suffering from an acute illness, disease, or condition
if, within a reasonable degree of medical certainty, delay in initiation of emergency
medical care or treatment would endanger the health of the client.
(d) Each client shall have access to individual storage space for his or her private
use.
(e) Each client shall be provided with appropriate physical exercise as prescribed in
the client’s individual or family support plan. Indoor and outdoor facilities and
equipment for such physical exercise shall be provided.
(f) Each client shall receive humane discipline.
(g) A client may not be subjected to a treatment program to eliminate problematic or
unusual behaviors without first being examined by a physician who in his or her
best judgment determines that such behaviors are not organically caused.
1. Treatment programs involving the use of noxious or painful stimuli are
prohibited.
2. All alleged violations of this paragraph shall be reported immediately to the
chief administrator of the facility and the agency. A thorough investigation of
each incident shall be conducted, and a written report of the finding and
results of the investigation shall be submitted to the chief administrator of the
facility and the agency within 24 hours after the occurrence or discovery of
the incident.
3. The agency shall adopt by rule a system for the oversight of behavioral
programs. The system shall establish guidelines and procedures governing
the design, approval, implementation, and monitoring of all behavioral
programs involving clients. The system shall ensure statewide and local
review by committees of professionals certified as behavior analysts
pursuant to s. 393.17. No behavioral program shall be implemented unless
reviewed according to the rules established by the agency under this section.
(h) Clients shall have the right to be free from the unnecessary use of restraint or
seclusion. Restraints shall be employed only in emergencies or to protect the
client or others from imminent injury. Restraints may not be employed as
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punishment, for the convenience of staff, or as a substitute for a support plan.
Restraints shall impose the least possible restrictions consistent with their
purpose and shall be removed when the emergency ends. Restraints shall not
cause physical injury to the client and shall be designed to allow the greatest
possible comfort.
1. Daily reports on the employment of restraint or seclusion shall be made to
the administrator of the facility or program licensed under this chapter, and a
monthly compilation of such reports shall be relayed to the agency’s local
area office. The monthly reports shall summarize all such cases of restraints,
the type used, the duration of usage, and the reasons therefore. The area
offices shall submit monthly summaries of these reports to the agency’s
central office.
2. The agency shall adopt by rule standards and procedures relating to the use
of restraint and seclusion. Such rules must be consistent with recognized
best practices; prohibit inherently dangerous restraint or seclusion
procedures; establish limitations on the use and duration of restraint and
seclusion; establish measures to ensure the safety of clients and staff during
an incident of restraint or seclusion; establish procedures for staff to follow
before, during, and after incidents of restraint or seclusion, including
individualized plans for the use of restraints or seclusion in emergency
situations; establish professional qualifications of and training for staff who
may order or be engaged in the use of restraint or seclusion; establish
requirements for facility data collection and reporting relating to the use of
restraint and seclusion; and establish procedures relating to the
documentation of the use of restraint or seclusion in the client’s facility or
program record. A copy of the rules adopted under this subparagraph shall
be given to the client, parent, guardian or guardian advocate, and all staff
members of facilities and programs licensed under this chapter and made a
part of all staff preservice and in-service training programs.
(i) Each client shall have a central record. The central record shall be established
by the agency at the time that an individual is determined eligible for services,
shall be maintained by the client’s support coordinator, and must contain
information pertaining to admission, diagnosis and treatment history, present
condition, and such other information as may be required. The central record is
the property of the agency.
1. Unless waived by the client, if competent, or the client’s parent or legal
guardian if the client is incompetent, the client’s central record shall be
confidential and exempt from the provisions of s. 119.07(1), and no part of it
shall be released except:
a. The record may be released to physicians, attorneys, and government
agencies having need of the record to aid the client, as designated by the
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client, if competent, or the client’s parent or legal guardian, if the client is
incompetent.
b. The record shall be produced in response to a subpoena or released to
persons authorized by order of court, excluding matters privileged by
other provisions of law.
c. The record or any part thereof may be disclosed to a qualified researcher,
a staff member of the facility where the client resides, or an employee of
the agency when the administrator of the facility or the director of the
agency deems it necessary for the treatment of the client, maintenance of
adequate records, compilation of treatment data, or evaluation of
programs.
d. Information from the records may be used for statistical and research
purposes if the information is abstracted in such a way to protect the
identity of individuals.
2. The client, if competent, or the client’s parent or legal guardian if the client is
incompetent, shall be supplied with a copy of the client’s central record upon
request.

(j) Each client residing in a residential facility who is eligible to vote in public
elections according to the laws of the state has the right to vote. Facilities
operators shall arrange the means to exercise the client’s right to vote.
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Conducting the Support Planning Meeting
Once you’ve spent time getting to know the individual, talked to others within their circle of
support, and reviewed all important documentation, it’s time to organize and facilitate the
support planning meeting.

Organizing the meeting:
•

Contact the individual to find out when they would like to meet and who they want to
attend.

•

If you do not already know, find out if they would like any special accommodations,
such as a specific communication device, a translator, etc.

•

Invite all people that the individual has requested to be at the meeting.

•

Make sure that all sections of the support plan are filled in to the best of your ability
based on previous conversations and document review.

•

Come prepared to discuss any concerns, challenges, possible solutions, and things
to celebrate.

Keys to successful support planning:
•

Gather information in a way that respects the individual, their family, and what
they desire to communicate. They may choose to not answer some of the
questions.

•

Everyone communicates, but in different ways. Find out how the individual
communicates and assist them to be fully heard. This may require finding others
who know the person to help in the process.

•

Bring resources to help the individual express their desires and choices –
communication devices, markers/pens, and paper, communication charts, and a
willingness to “listen” to their body language, gestures, sounds, and even silence.

•

If the individual speaks another language or they use sign language, schedule an
interpreter.
Some resources include:
•

interpreterresource.com

•

languageline.com

•

fadcentral.org/interpreting-services.html
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Support Plan Submission Timelines
The final step in completing the Support Planning Process is submitting a copy of the
signed plan to the individual, everyone who attended the support planning meeting, and
the Regional APD office. There are specific time frames established in Rule, and they vary
depending on the type of Support Plan being submitted:

An Initial Support Plan
•

45 calendar days of the individual choosing their WSC

•

30 calendar days for those in crisis

An Annual Support Plan
•

Completed every 365 days

•

Provide copies of the plan to the individual/legal representative within 10 calendar
days of the support planning meeting

•

Provide copies of the plan to providers within 30 calendar days of the effective date

A Support Plan Update
•

Can be completed anytime throughout the year

•

Provide copies of the plan to the individual/legal representative within 10 calendar
days of the change

•

Provide copies of the plan to providers within 30 calendar days of the change
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