
COMMONLY ASKED QUESTIONS

Can I change back to Provider-Directed 
Services if I don’t like Individual & 
Family-Directed Supports?
Yes, you may change your mind and stop 
Individual & Family-Directed Supports at any time 
by letting your Care Manager know. Your services 
will return to Provider-Directed Services model. 

Can I choose to self-direct some services? 
You may choose to direct one or more services. 
The services you do not choose to self-direct will 
be directed by a service provider you select. 

What are the advantages of Individual & 
Family-Directed Supports? 

• You decide what services and supports  
you need.

• You have more freedom and control over your 
services and supports.

Where can I get more information?
Visit our website at  
TrilliumHealthResources.org 
or call our Member and Recipient Service 
Line at 1-877-685-2415.

INNOVATIONS WAIVER  
SERVICE OPTIONS
Trillium offers two options for individuals 
receiving services through the N.C. 
Innovations Waiver: 
• Provider-Directed Supports  

The provider is in charge of hiring and  
managing staff. You depend upon the  
provider to carry out the services in your 
individual support plan (ISP).

• Individual & Family-Directed Supports 
You and your family have more control 
over the way your services are provided by 
directing them yourself. You, your family, or the 
legally responsible person directs services. 
You may decide to self-direct one or all of the 
eligible services you receive through the N.C. 
Innovations Waiver. There are two models for 
you to choose under this option: 

• Agency with Choice Model 
You partner with the provider to 
supervise or manage support workers.

• Employer of Record Model  
You, your family, or the legally responsible 
person supervises or manages support 
workers. 

OTHER TERMS TO KNOW
Financial Support Services: provided to 
individuals choosing Employer of Record model 
to assure the use of funds outlined in ISPs are 
managed and distributed properly.

Representative: a trusted person who assists you 
with directing your services. 

INDIVIDUAL &
FAMILY-DIRECTED 

SUPPORTS

Directing your own
support services.

N.C. INNOVATIONS WAIVER

Transforming Lives. Building Community Well-Being.

ACCESSING 
CARE

Getting the care you need
when you need it.Call our Member and Recipient Service Line 

at 1-877-685-2415 for access to care or to 
ask questions.

Services for:

• Intellectual/Developmental Disabilities

• Serious Mental Health and/or Substance Use

• Traumatic Brain Injury (TBI)

EMERGENCY AND CRISIS SITUATIONS
Within 2 hours of calling 1-877-685-2415 with
an emergency situation, we will dispatch a trained 
emergency responder to your location.

If you are experiencing a true physical medical 
emergency call 9-1-1. 

URGENT SITUATIONS
Within 48 hours of calling 1-877-685-2415 with a
non-life-threatening situation that could potentially 
become serious if left untreated, we will schedule a 
face-to-face appointment for you with a clinician. It 
is your right to choose which provider in our network 
you want to deliver this care. 

ROUTINE SITUATIONS
Within 10 days of calling 1-877-685-2415 with
symptoms that prevent you from completing daily 
activities, you will be given an appointment with a 
provider in our network. It is your right to choose 
which provider in our network you want to deliver 
your care.

REGIONAL OFFICES
Northern Regional Office
144 Community College Rd. 
Ahoskie, NC  27910-8047

Central Regional Office
201 West First Street 
Greenville, NC  27858-1132

Southern Regional Office 
3809 Shipyard Blvd. 
Wilmington, NC  28403-6150

Behavioral Health Crisis Line
1-888-302-0738

www.TrilliumHealthResources.org

Trillium Health Resources is a Local 
Management Entity/Managed Care 
Organization (LME/MCO). 
We are designated by the NC Department of  
Health & Human Services to oversee state and  
federally funded services for 28 counties in 
eastern North Carolina.
Trillium is responsible for providing access to and  
oversight of services for individuals who receive 
Medicaid or state funding for their care. Trillium 
complies with applicable Federal civil rights laws 
and does not discriminate on the basis of race, 
color, national origin, age, disability, sex, sexual 
orientation, or gender identity.

Trillium requires priority admission to all women 
who are pregnant and injecting drugs, pregnant 
and using substances, and other individuals who 
are injecting drugs. Trillium does not publish 
materials or share information that is intimidating, 
misleading, or inaccurate.
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DECIDING TO DIRECT  
YOUR SERVICES
Self-Determination empowers individuals to gain 
control over selecting the services or supports 
that meet their unique needs. Individuals may 
direct some or all of the services that are provided 
through the North Carolina Innovations Waiver.

• Your Care Manager will provide general 
information on the models you can choose  
to use.

• If you are interested in learning more, your 
Care Manager will link you with Community 
Navigator services. 

• The Community Navigator shares information 
about directing your services and offers 
training to learn the responsibilities.

At this point, you can make an informed decision 
about directing your services. 

ROLE OF MY CARE MANAGER
Whether through Trillium, an Advanced Medical 
Home Plus (AMH+), or a Care Management 
Agency (CMA), your Care Manager will provide an 
introduction to self-directed services and:

• Explain available opportunities for education 
through Community Navigator services

• Work with you to determine if you might 
benefit from a representative to assist with 
directing your services

• Update your Individual Support Plan (ISP) to 
indicate your intent to direct your services

• Assist you in choosing a Community 
Navigator agency and an Agency with Choice 
Service Provider or Financial Support Services 
Provider, as needed

• Complete the Individual & Family-Directed 
Supports Assessment that provides 
information about responsibilities involved in 
directing services

AGENCY WITH CHOICE MODEL
Each Agency with Choice Service Provider must 
be approved by Trillium. These agencies must 
meet the qualifications for all N.C. Innovations 
Waiver services that may be self-directed.

Agency with Choice Providers:  
• Partner with you to hire and manage your  

support workers

• Work with you to make sure your support 
workers have appropriate training

• Pay your support workers and handle all 
administrative duties of an employer

EMPLOYER OF RECORD MODEL
For the Employer of Record Model, each 
Financial Support Services Provider must be 
approved by Trillium. These agencies must meet 
the qualifications for all N.C. Innovations Waiver 
services that may be self-directed.

Financial Support Services Providers: 
• Pay your support workers and assist with 

administrative duties of an employer

• Provide information and reports to assist you 
in managing your budget

STEPS TO DIRECTING  
YOUR SERVICES
Notify your Care Manager that you would like 
more information about directing services.

• Your Care Manager will provide an overview 
of the responsibilities involved in directing 
services.

• Your Care Manager will identify with you 
which of the following individuals is the 
Managing Employer or Employer, depending 
on the model you select: 

• You; 

• Parent of a minor member; or 

• Legally Responsible Person 

• Your Care Manager will add the Community 
Navigator Services to your ISP and submit 
your plan for approval.

• Your Community Navigator will provide 
training so that you learn skills related to 
directing services. 

• If you decide to direct your services, your 
Care Manager will complete the Individual & 
Family-Directed Supports Assessment  
with you. 

• Your Care Manager will assist you to identify a 
representative if needed.

• Your Community Navigator will work with 
you to identify any goals for your ISP related to 
directing your services.

• Your Care Manager will make changes to your 
ISP to reflect your intent to direct services and 
submit for approval. 

• Your Community Navigator will continue to 
be a resource to you as you take on the daily 
responsibilities involved in directing your 
services, as needed.

ROLE OF  
THE COMMUNITY NAVIGATOR 
Your Community Navigator is a great resource 
to help you learn the responsibilities related to 
directing your services. As you become more 
comfortable with directing your own services, the 
Community Navigator’s services may decrease. 

Here are some ways the Community Navigator 
may assist you:

• Provide training so that you become more 
knowledgeable about the model you have 
selected and your responsibilities as the 
Managing Employer (Agency with Choice 
Model) or the Employer (Employer of Record 
Model)

• Support you in your day-to-day 
responsibilities to direct your services 
(Agency with Choice Model) Help identify 
specific outcomes/goals in you ISP related to 
taking on more responsibility in self-directing 
services

• Provide support to you, your representative  
and support workers

SERVICES YOU MAY SELF-DIRECT 

These services may be self-directed:
• Supported Employment

• Supported Living

• Community Living & Supports

• Community Networking Services

• Individual Goods and Services

• Natural Support Education

• Respite Services 

DIRECTING YOUR OWN SERVICES THROUGH THE AGENCY WITH CHOICE MODEL OR THE EMPLOYER OF RECORD MODEL.


