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INTRODUCTION

Case Managers are required to evaluate and assess each client’s threshold for an interruption 

in critical services, which may result in a critical incident. A critical incident is defined as an 

event or situation that creates a significant risk to the health, welfare and or safety of a client. 

Case managers are required to fill out a critical incident report each time a critical incident 

occurs. Critical incidents include emergency room visits, hospital admittance, and 

institutionalization into nursing facility or intermediate care facility. 

The following steps should be taken when a critical incident occurs: 

1. Providers have 24 hours to report the incident by filling out the HCBS Provider Critical 

Incident Information Form and submit to the client’s intensive case manager via email or 

FAX.  Those services which are deemed critical will have been established through the risk 

assessment and mitigation process prior to transition and entered into the BUS. 

2. The intensive case manager then enters the incident into the Benefits Management System 

(BUS) within 24 hours of notification from provider agency or client.  

3. Next, the intensive case manager has 48 hours to file a critical incident follow-up report in 

the BUS detailing a remediation plan(s). This should include follow-up contact with the 

client and the provider agency. In the event that the critical service interruption results in 

more than one critical incident for the client, each incident must be reported in the BUS by 

the intensive case manager as a separate critical incident.  

4. Intensive case managers are encouraged to ask the client about any interruptions in the 

delivery of services in their weekly contact and capture in log notes. Clients should be 

empowered to report to their case manager when any interruption of services as detailed 

in the service plan has occurred. 

The Department will analyze the source(s) of critical incidents and based on that analysis, the 

Department will provide guidance to provider agencies that are not self-reporting or clients 

that are not reporting to intensive case managers. The Department will run a critical incident 

report to review and resolve complaints about back-up systems, which will include monitoring 

the timeliness of responses to emergency back-up calls, tracking and documenting the 

number and type of calls as well as monitoring the effectiveness of back-up systems.  This 

information will be used in the Department’s Global Quality Improvement Strategy (QIS) to 

improve services systemically for all waiver participants.

If you have additional questions or comments about this guide, you may email us at 

CCT@state.co.us.
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1. CRITICAL INCIDENT REPORT
ADDING A NEW CIRS

To begin filling out a new critical incident report, click on the 

“Critical Incident Reports” tab on the left side of the screen 
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Click Add New CIRS to start a new Critical Incident

TIP: you can view 
their previous 
critical incidents by 
clicking view
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What’s Changed?

Case manager 
incident 
notification date 
has been added

1. CRITICAL INCIDENT REPORT
ADDING A NEW CIRS

What’s Changed?

HCBS-CCT waiver 
programs have 
been added to the 
drop down list
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New Question added: 
Did the Incident Result 
in hospitalization or 
institutionalization?

1. CRITICAL INCIDENT REPORT
ADDING A NEW CIRS

Depending on which 
“incident type” is 

selected, a narrative 
box appears and must 

be filled out with in 
detail.
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1. CRITICAL INCIDENT REPORT
ADDING A NEW CIRS

TIP: These answers 
should be taken from the 
risk assessment and/or 

emergency back-up plans 
developed before 

transition. 

If Other High Risk Issues is selected from the drop down list, additional 

drop downs appear to address risk including risk issue type and “why is 

this issue of particular risk to this person”?

TIP: If “Critical 
Service Interruption” 
is selected, additional 

information is 
required including 

Critical Service 
Interruption Type
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1. CRITICAL INCIDENT REPORT
ADDING A NEW CIRS

TIP: Issues of potential risk 
will be assessed for each 

individual prior to 
transition and will need to 
be discussed in detail here. 
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1. CRITICAL INCIDENT REPORT
PERSONS INVOLVED

If anyone else besides the client was involved in the critical incident, 

the Persons Involved sub-section must be completed
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1. CRITICAL INCIDENT REPORT
FOLLOW UP

All critical service interruptions require a follow-up report within 48 

hours and should include a remediation plan.

Each client, with the help of the intensive case manager and 

members of the transition options team, will have an emergency 

back-up plan identifying critical services and what should happen in 

the event of a critical service interruption.
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1. CRITICAL INCIDENT REPORT
FOLLOW UP

TIP: Don’t forget 
to update the 
Service & Risk 

mitigation plans.

Attention: 
If the critical incident 
resulted in death, an 

additional critical 
incident report must

be created.
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1. CRITICAL INCIDENT REPORT
FOLLOW UP

New questions regarding whether client and provider contacted 

intensive case manager as instructed. 

TIP: Time it 
took for 

emergency 
back-up 

services to 
be provided

After a critical incident has been entered into the BUS by an intensive case 

manager, an email alert is sent to the HCPF CIRS administrator to review the 

entry and he/she complete a HCPF review of the critical incident. 
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1. CRITICAL INCIDENT REPORT
FOLLOW UP

TIP: Every 
CIR has its 

own unique 
identifying 

event ID

TIP: Action 
to be taken

TIP: All those 
individuals/entities 

who need to be 
followed up will be 

indicated

When a HCPF CIRS review is entered, an email is sent to the intensive case 

manager listed on the CIR. The message states the following: 

A HCPF Review was entered in response to your critical incident entry in the BUS. 

The CIRS ID is # Form. CIRS Entry Id#. To find this CIRS, go to the Main Menu in the 

Benefits Utilization System, click on Case Manager Quick Links>Alerts>Critical 

Incident Reports. Click on the client's name next to the correct CIRS ID. Then click 

on HCPF Review in the left sidebar. Please read the HCPF Review and respond if 

necessary in the Follow-Up section. Thank You.


