
Member Newsletter

Greetings and Happy Winter to each of you!  I am very happy that the days are starting 
to get longer again.  I love seeing the sunshine, especially when it is so cold.

I would like to introduce myself to you, my name is Sara Muhlbauer and I have the 
honor and pleasure of serving Lakeland Care as its next CEO.  I live in Oshkosh, 
I am married and have two teenage sons.  I have worked at Lakeland Care for 10 
years and I enjoy being able to continue to serve YOU, our members!  I have worked 
in the Human Service field for more than 20 years, and I love hearing the stories of 
self-advocacy and independence from our members.  When YOU, our member, are 
successful – then we are ALL successful.  

Lakeland Care welcomed many new members throughout 2019!  We are grateful that you have put your 
trust in us.  Our goal is to make sure that you are able to grow and live in YOUR community.  We are grateful 
to your friends, families and other community supports that help to make your dreams a reality.

Lakeland Care works hard to make sure that YOUR voice is heard and you are able to do what is important 
to you.  In the Family Care program, we want you to be a FULL PARTNER in supporting your health and 
long-term support services.  You have the great responsibility to be at the table when discussing your needs, 
outcomes and preferences.  You also have a responsibility to identify the current support of your family and 
friends, and how they can continue to support your needs into the future.  Our care teams value your life’s 
journey and we need to know how we can work together to meet your needs.  

As we welcome 2020, we also want to celebrate what 2019 brought us; a new documentation system for 
our care teams, a new member billing system for cost share and room and board obligations, and we have 
grown by more than 1,250 members and 90 employees.  Although the last year has brought many changes 
for Lakeland Care, the one thing that remains the same is our mission to serve.  We are honored to serve 
over 7,000 people in Northeast and North Central Wisconsin.  

Until next time,
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A note from the CEO 
Inclusion is within
everyone’s ability 

Believe in yourself 
a little more. 
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MEMBER CARE PLAN UPDATES 
In November 2019, Lakeland Care began using a new member documentation system, called TruCare.      
With this change, you will notice a change in the appearance of your written care plan, also known as your 
Member Centered Plan.  The information in the care plan and the services Lakeland Care provides have not 
changed.  This means the information provided in the care plan is the same, but has a new look.  

When reviewing your updated care plan, you will notice all information is formatted in the following way:
• Assessment Focus Area 

• Outcome
• Action 

The Assessment Focus Area is the topic that is being addressed.  This will include items that you typically 
discuss with your team, such as your living arrangement, personal cares (such as bathing and dressing), how 
household tasks are completed, and several others.  

The Outcome will indicate if a specific need was identified in the focus area by stating “Long Term Care 
Outcome Identified.”  If this is the case, your specific Long Term Care Outcome will also appear here.  If you 
do not have a specific need in the assessment area, this will be indicated on your plan as “Long Term Care 
Outcome is Not Identified”.  

The Action section will include items specific to the focus area, including:
• Barriers:  your identified needs
• Member Preferences: your reported preferences 
• Member Strengths: your identified strengths
• Interventions:  Paid and natural supports in place to help you meet your needs and outcomes

An example of a Care Plan section is provided on the next page.  Please remember this is an example.  Your 
care plan will be specific to you.  

As you begin seeing your new care plan, please ask your care team any questions you have.  Your input is 
important to the development of your care plan. 



Care Plan Details
ASSESSMENT FOCUS AREA:  IADL Household Tasks
   Outcome:  IADL Household Task Long Term Care Outcome Identified
   Outcome:  Sara will be safe in her home and decrease her fall risk by maintaining clutter free  
         walk ways and decreasing use of household stairs.

     Action: Barrier: Household cleaning: Assistance needed.
Priority: CM Closed Date:
Intervention Type: Start Date: 

      Action:   Barrier: Laundry: Assistance needed. 
Priority: CM Closed Date:
Intervention Type: Start Date: 

     Action: Member Strength: Sara verbally directs all household tasks and completes the house
                   hold tasks when her chronic pain allows. 
Priority: CM Closed Date:
Intervention Type: Start Date: 

     Action:   Intervention: Supportive Home Care, XXX Home Care Services, 3 hours per week, 
                    assist with laundry and household cleaning.
Priority: CM Closed Date:
Intervention Type:  Formal support Start Date: 
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IS IT TOO LATE TO GET A FLU SHOT?
The answer is no. While the Centers for Disease Control (CDC) recommends that people get vaccinated 
against the flu by the end of October, getting a flu shot later can still be beneficial. According to the CDC, “As 
long as flu viruses are circulating, it is not too late to get vaccinated, even in January or later.” The flu tends to 
peak between December and February but can last as late as May.

What if I have questions about the flu vaccination?
Lakeland Care is excited to announce that our website has been updated to include information about flu 
vaccinations! From information about the flu, to where to locate a flu clinic, to a link to addition information 
directly from the CDC; our website can assist you with answering your important flu vaccination questions. 

You can find the information here: www.lakelandcareinc.com→Family Care→Members and Families→Health 
and Wellness

As always, if you have any questions about the flu or flu vaccination, please reach out to your Care Manager 
(CM) or Registered Nurse Care Manager (RNCM).

MEMBER CARE PLAN SAMPLE
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After high school, Abby worked with DVR and Todd Steven & Associates to work towards finding a job in the 
community.  During the day while she was at respite, Abby did volunteer work with Covey at St Vincent de Paul 
and Parkview Nursing Home to start gaining work skills.  From doing volunteer work during High School, Abby 
knew she enjoyed working around people so when a temporary work experience at Edenbrook of Oshkosh 
became available, Abby was thrilled!  Abby received 100% job coaching during this work experience and 
because the employer was so impressed, she was hired on as a permanent employee in January of 2019.

Abby’s work shifts were during the day when her parents are at work and she is with her respite provider so 
the team worked together to problem solve and ensure transportation wasn’t a barrier.  Abby’s respite provider 
brought Abby to and from work so she could remain at respite before and after.

Over time, Abby’s job coach and supervisor worked with her to learn her job duties and gain independence.  
Abby utilizes a checklist to help keep her on task and let her know what to do once she completes her current 
task.  Abby’s team discussed fading back job coaching supports but it wasn’t until an unplanned absence of a 
job coach one day, that they realized just how independent she had become.  By May, Abby was receiving job 
coaching only 18% of her time on the job.  While at Edenbrook of Oshkosh, you can find Abby busy assisting 
with activities, doing 1:1 visits with residents, cleaning, and assisting with the drink cart.  Abby especially enjoys 
cleaning the bunny cage and is proud that she learned the computer charting system which she is now able to 
do on her own!

Working in the community has helped Abby increase her independence overall.  Abby is now spending less 
time at respite and more time in her home without supervision before and after work.  Abby remains involved in 
her community, participating in Special Olympics, Music lessons, and staying active at the YMCA.  Abby also 
continues to be involved with volunteering with Covey in her community.

Abby’s parents notice that Abby has been much happier since working at Edenbrook of Oshkosh and has 
enjoyed making connections with residents.  Abby’s supervisor states that Abby is a joy to have at Edenbrook 
of Oshkosh, she brings a smile to the resident’s faces, and is a hard-worker.

Lakeland is proud to support members like Abby who set an example for people with disabilities working in 
Competitive Integrated Employment!

MEET LAKELAND CARE MEMBER, ABBY
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REQUESTING A NEW CARE TEAM
At Lakeland Care, we understand the importance of having a good working relationship with your care 
team.  We strive to match members with the best fit for a care team and want you to be able to share your 
hopes, needs, and concerns with your Care Manager and Registered Nurse Care Manager.  While you may 
see things differently from your care team at times, we want you to feel comfortable talking with your Care 
Manager and/or Registered Nurse Care Manager about those differences or challenges whenever possible.  
Often, the care team can be the most direct way to resolve your concerns!

Sometimes, however, you may not be able to resolve your concerns with the care team, or you may feel 
the care team is not a good fit for you.  When you feel that your Care Manager or Registered Nurse Care 
Manager is not a good fit, we encourage you to contact their Supervisor and discuss your concerns.  The 
Supervisor may ask you questions about what is not working and what would work better for you.  The 
Supervisor may also ask you to be part of a meeting with him/her and the care team to further discuss 
how you can work together and build a better relationship.  If you prefer not to meet, or you do not want to 
continue working with the care team, you can ask for a new care team to be assigned.  The Supervisor would 
be able to work through any challenges or concerns you may have and determine when a new care team is 
needed to ensure you have the best experience possible.

You are also able to file a grievance regarding your care team through the Member Rights Specialist (MRS).  
The MRS is able to address your concerns about your care team by working with you, the Supervisor, and 
the care team to determine what steps need to be taken to resolve your grievance or concern.  This process 
may result in changing your care team if you make that request, or if the Supervisor determines it would be a 
positive change that is in your best interest.

Frequently Asked Questions:

Question:  Do I have to change both members of my care team if I am only having difficulty with one?
Answer:  You can request to change just one member of your care team, or both.  It depends on a variety 
of factors, who the Supervisor will assign next.  There may be some rare circumstances when you only want 
to change one member of your team, however based on various factors, both need to be changed.  The 
Supervisor and/or MRS will do their best to ensure you are part of this process and are comfortable with the 
changes being made.

Question:  What happens to my old care team?
Answer:  It depends.  Sometimes the care team needs help learning new ways to work with members.  If 
you share your concerns, the Supervisor will be able to help the care team learn new ways to help other 
members.  

Question:  Will I get in trouble if I make a complaint about my team?  I don’t want the team to be mad at me.
Answer:  No!  You will not get in any trouble, in fact retaliation is against the law.  You have the right to ask 
for a new care team, file a grievance, and to have your needs met.  Lakeland Care thrives on learning and 
growing, and we want to make sure that you enjoy your experience with us.  We appreciate feedback from all 
members of Lakeland Care as this is an important part of your success.      

Stay connected with Lakeland Care! Like us on Facebook!

www.facebook.com/lakelandcare
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Content from: https://www.nimh.nih.gov/health/publications/depression-what-you-need-to-know/index.shtml

Sadness is something we all experience.  It is a normal reaction to difficult times in life and usually passes with 
a little time.

When a person has depression, it interferes with daily life and normal functioning.  It can cause pain for both 
the person with depression and those who care about him or her.  Doctors call this condition “depressive 
disorder,” or “clinical depression.”  It is a real illness.  It is not a sign of a person’s weakness or a character 
flaw.  You can’t “snap out of” clinical depression.  Most people who experience depression need treatment to 
get better.

Sadness is only a small part of depression.  Some people with depression may not feel sadness at all.  
Depression has many other symptoms, including physical ones.  If you have been experiencing any of the 
following signs and symptoms for at least 2 weeks, you may be suffering from depression:

• Persistent sad, anxious, or “empty” mood
• Feelings of hopelessness
• Feelings of guilt, worthlessness, helplessness
• Loss of interest or pleasure in hobbies and activities
• Decreased energy, fatigue, being “slowed down”
• Difficulty concentrating, remembering, making decisions
• Difficulty sleeping, early-morning awakening, or oversleeping
• Appetite and/or weight changes
• Thoughts of death or suicide, suicide attempts
• Restlessness, irritability
• Persistent physical symptoms

Many factors may play a role in depression, including genetics, brain biology and chemistry, and life events 
such as trauma, loss of a loved one, a difficult relationship, an early childhood experience, or any stressful 
situation.

Depression affects people in different ways.
Not everyone who is depressed experiences every symptom. Some people experience only a few symptoms. 
Some people have many.  The severity and frequency of symptoms, and how long they last, will vary 
depending on the individual and his or her particular illness.  Symptoms may also vary depending on the stage 
of the illness.

One type of depression is Seasonal Affective Disorder (SAD). 
Seasonal affective disorder, which is characterized by the onset of depression during the winter months, 
when there is less natural sunlight.  The depression generally lifts during spring and summer.  SAD may be 
effectively treated with light therapy, but nearly half of those with SAD do not get better with light therapy 
alone.  Antidepressant medication and psychotherapy can reduce SAD symptoms, either alone or in 
combination with light therapy.

Depression is treatable. 
Depression, even the most severe cases, can be treated.  If you think you may have depression, start by 
making an appointment to see your doctor or health care provider.  

Need Help Now?  Call the 24-hour, toll-free confidential National Suicide Prevention Lifeline at 
1-800-273-TALK (8255) or go to www.suicidepreventionlifeline.org.

DEPRESSION IS A REAL ILLNESS
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As a member of Lakeland Care, it is your right to have access to the Member Handbook and the Provider 
Directory.  You also have the right to information about rights, protections, and responsibilities.  These rights 
and protections are listed within the Member Handbook.  The Member Handbook can be found on our 
website at:  www.lakelandcareinc.com under Family Care → Members & Families → Member Handbook.  
You can also access the Provider Directory and search for a provider on our website by clicking on the “Find 
a Provider” button at the top of the Family Care homepage.  A printed copy of the Member Handbook and/or 
Provider Directory is also available to you upon your request.  Feel free to ask your care team for a copy at 
any time or by calling us at 1-877-227-3335.

We value you as a member of Lakeland Care!  Thank you for trusting Lakeland Care to be your local, 
compassionate, and dependable Family Care provider.

In 2018, the Long-Term Care Advisory Council tasked DHS with educating individuals in long-term care 
programs, providers, families, legal decision makers, managed care organization staff, and IRIS consultant 
agency staff about using technology solutions to assist with supports.  The goal for this effort is to alleviate 
the burden felt with the caregiver shortage.  An important step in the education process is to determine what 
we currently know about assistive technology and how it is currently used. 

DHS is currently seeking your assistance in participating in an online survey regarding education about 
assistive technology and how it is used.  Please take a minute to answer the questions in this short survey:
http://bit.ly/assistivetechnologysurvey.

Your answers to this short survey will assist DHS staff in gathering that information.  Thank you for taking a 
few minutes to participate in this survey. 

DHS ASSISTIVE TECHNOLOGY SURVEY 

MEMBER RIGHTS 

WISCONSIN MEDICAID RENEWALS
Did you know the Family Care program is a form of Wisconsin Medicaid (MA)?  Members enrolled with 
Lakeland Care need to complete yearly reviews to maintain eligibility.  This review process is called MA 
recertification.  Yearly, all members receive a renewal packet that is sent by the Centralized Document 
Processing Unit.  Each member is asked to submit verification of current assets such as bank accounts, 
life insurance cash value, gross pension amounts and VA benefits.  It’s very important to complete the 
renewal and provide the verification as soon as the renewal packet is received to avoid delays in processing 
your recertification.  If the renewal isn’t completed on time, you could experience an interruption in your 
Medicaid services.  The renewal process can be confusing so please reach out to Lakeland Care Enrollment 
Coordinators and your care team for assistance!

Lakeland Care’s Mission: 
Enriching individuals’ lives by honoring their values 

through high quality, cost effective care and supports.
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For more information about the Family Care Program, contact the Aging and 
Disability Resource Center (ADRC) in your county: 
www.dhs.wisconsin.gov/adrc
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