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YOUR crisis call CHECKLIST 
Slow the pace 
 

Identify urgency 
 

Identify if billable 
 

Stop giving strategy 
 

Schedule planning session 
 

 

Do not: 

 Teach Medicaid rules 

 Analyze transfers on the phone 

 Quote fees without scope 

 Solve hypotheticals 

 Let panic rush you 

 

 

Confidence comes from process, not memorizing rules! 

You are not a Medicaid encyclopedia; you are a triage professional  
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First, Slow the call down - Your job is not to solve Medicaid strategy 

“I’m glad you called. These situations feel urgent and there are options, but we need to look 
at the full picture together” 

Then begin to ask your triage questions: 

1. Is this urgent? 

Urgency usually means:    Not automatically urgent: 

A facility decision must be made   “We’re just worried” 

Money is actively at risk    “I heard Medicaid takes everything” 

A deadline affects strategy    General qualification questions 

“Some situations require immediate legal planning, and some don’t. Let me ask a few 
questions so we know which this is.” 

2. Is this billable? 

billable:      Not billable: 

Legal judgment     General Medicaid education 

Medicaid Strategy     What are the rules? 

Legal analysis      “Can they keep the house?” 

“That’s a planning question, not a quick answer – and we absolutely help families with that. 
The next step is a planning session where we review everything and determine the best 

strategy.” 

3. What is the next step? 

Goal of the call:      Do NOT: 

Schedule a planning / strategy meeting   Explain Medicaid rules 

Gather financial documents     Designing strategy 

Define scope of the representation    estimating eligibility over the phone 

“Before we talk solutions, we need to review assets, income and timing. That’s what the 
planning meeting is for.” 


