
Start

Access and Crisis Line (ACL) Rep Managed Care Plan (MCP) Rep

Screening Tool - New Requests for Service (Calls to ACL)

Determination is 
Managed Care Plan 

(MCP) referral?

Immediate warm transfer to 
appropriate MCP via identified 

central phone number and 
send screening form to MCP 

via identified email/fax.

Provide referrals for 
Specialty Mental Health 

Services (SMHS).
No

MCP rep receives 
screening form via email/

fax. Confirm receipt if 
received via fax.

Initial call to County Access 
and Crisis Line (ACL).

Complete screening tool.

Identify appropriate MCP's 
central phone number and 

email/fax.

Enter applicable identified 
fields in an excel spreadsheet.

By the 2nd Tuesday of each 
month, upload excel 

spreadsheet to the Optum 
portal. If the 2nd Tuesday falls 

on a holiday, upload on the 
next business day.

Retrieve excel 
spreadsheet from the 

Optum portal.

Enter applicable 
identified fields on the 

excel spreadsheet.

Retrieve completed excel 
spreadsheet from the 

Optum portal.

End

End

Making referral on an 
evening or weekend?

No

ACL to inform caller that a 
referral is being sent to the 
MCP and that the MCP will 

reach out on the next 
business day.

Yes

Is the first service date 
available to record on 

the excel spreadsheet?

Yes

Complete required feedback 
loop and continuous data 

tracking.

Identify designated ACL 
liaison on the contact 

form and connect with 
appropriate ACL liaison to 

discuss. 

No End

[Identified fields include: 
Referral received date, 

first available 
appointment date, first 

service date, disposition.]

End

Send screening form to 
MCP via identified email/

fax.

Did the beneficiary 
respond affirmatively to 

SUD questions on the 
screening tool?

Yes

No

Offer referral to SUD 
program.

Yes

Can the MCP rep reach 
the beneficiary  within 5 

business days? 

MCP rep notifies ACL rep 
via email and work 

together to resolve. 

No

MCP rep works within 
system to identify 

provider for connection.
Yes

Upload the excel spreadsheet 
to the Optum portal by the 

3rd Tuesday of each month. If 
the 3rd Tuesday falls on a 

holiday, upload on the next 
business day.  

End
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