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February 8, 2008

To: Honorable Patty Berg, Chair
Assembly Budget Subcommittee No. 1

Honorable Members
Assembly Budget Subcommittee No. 1

From: Frank J. Mecca, Executive Director

Re: Proposed Termination of ISAWS Migration Project —
SUPPLEMENTATION INFORMATION
[tem 5180: BBR Pages 616 and 617]

On January 25, 2008, we provided you with a memo enumerating our concerns with the
Administration’s proposal to terminate the ISAWS Migration Project. This memo provides you
with additional information on the viability of the ISAWS system.

ISAWS technology cannot keep pace with required changes

In ISAWS, even the simplest changes are very time consuming, costly and difficult to
implement. Changes typically take at least three times longer to program into ISAWS than into
the C-IV system and typically cost many more times than C-IV. This is because the ISAWS
application uses aging proprietary Unisys software and technology that cannot keep up with
needed changes. Despite the recent efforts by the Office of Systems Integration (OSI) to
upgrade the architecture on which the ISAWS system runs, the MAPPER software will remain
an issue throughout the life of the ISAWS system. A typical example is adding Continuous
Eligibility for Children (CEC). It took six months to complete changes in C-IV and cost $95,680
while ISAWS programming required 18 months and $1.6 million. The table in Attachment 1
provides additional examples comparing the timeframe and cost for policy changes in the
ISAWS and C-IV Systems.

The backlog of needed policy changes is increasing

For many reasons connected to old technology, the ISAWS system has never been able to
keep current with regulation changes. ISAWS counties have always been forced to prioritize
the implementation of system changes that support new regulations over those needed to
maintain ISAWS as an efficient tool for the counties. For example, the ISAWS system has
never correctly supported Medi-Cal programs for young children and pregnant women with
incomes above poverty. Staff must manually determine eligibility for these programs and enter
the results in ISAWS and then ensure that the MEDS system has been correctly updated.
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There is currently a backlog of 396 Maintenance Change Requests (MCRs), which include:
e Program policy changes enacted by the Legislature
¢ Rectify instances where ISAWS does not correctly determine eligibility or benefit levels
e Improvements to mandated statistical and financial reporting. (All of the county reports
on assistance paid must be adjusted to reflect cases that have been manually entered
into ISAWS. One example is Emergency Assistance for Foster Care. These payments
must manually tracked.)

As a result of these unfinished updates, the ISAWS system does not support key policy
changes enacted by the Legislature. Examples include Kinship Guardian Assistance Program
(KinGAP), the Specified Low-Income Medicare Beneficiary (SLMB) program, Medi-Cal for
working disabled individuals, and changes to the CaWORKs Homeless Assistance program.
Many needed system enhancements and improvements have been waiting more than 10 years.

Manual case processing is increasing

All of the pending system changes require workers to spend approximately 25 percent of their
time performing manual case processing. These “workarounds” are a series of manual steps
that the eligibility staff must take to “trick” the ISAWS system into making the correct eligibility
determination and issuing the correct benefit. These are necessary in instances where
programming has not been done to comply with policy changes and/or to correct errors in the
system.

In most instances, workaround solutions are developed individually by each of the 35 counties.
San Joaquin County reports that 30 to 40 percent of eligibility case actions require a
workaround. Attachment 2 provides a description of just some of the manual case processing
performed by county eligibility staff today, because policy changes have not been incorporated
into ISAWS. Attachment 3 presents a sample of instances where ISAWS does not work
correctly. Each of these situations also requires a manual process to ensure that the benefits
are provided correctly to needy families. Manual case processing steps include:

e Hand written notes documenting the eligibility factors and logic used to determine
eligibility
Using a calculator to manually determine CalWORKSs and Food Stamp benefit levels
Manually computing and documenting the correct share of cost for Medi-Cal
Entering manually determined benefit levels and aid codes into ISAWS and MEDS
Repeating the manual processes every time a client’s circumstances change
Preparing handwritten Notices of Action
Keeping logs of case actions not recorded correctly by ISAWS and then using this
information to manually adjust federal and state required statistical and financial reports

Because the number and complexity of these workarounds is so significant, on-going training
must be provided to ensure that eligibility staff understand the ISAWS system’s deficiencies,
when to apply manual processes, the steps required to reach the correct result in each situation
and how to log their actions so that statistical and fiscal reports can be adjusted.
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This additional effort has never been incorporated into funding formulas for counties. Each
ISAWS county is expected to correctly issue benefits within regulatory timeframes and meet
performance outcomes without any additional resources to address the mounting workload
associated with these manual processes.

As ISAWS falls increasingly behind, counties estimate there will be a 10 percent increase
annually in the time staff spends completing the manual tasks necessary to correctly determine
eligibility and benefit levels. Soon staff will spend more time completing this manual work using
with the ISAWS system.

As the amount of manual work required increases, county eligibility staff are increasing likely to
make errors in determining eligibility and benefit levels. This not only impacts clients but also
opens the state up to potential federal penalties.

Impact of manual case processing on statistical and financial reports
With the current volume of manual case processing in ISAWS, the accuracy of statistical and
financial reporting is greatly jeopardized. ISAWS counties have reported that manual case
processing is currently being utilized on 30 to 50 percent of their cases. As the number of
workarounds increase, the inaccurate and/or late reporting also increases. Just a few examples
of critical financial and statistical reports that ISAWS Counties are currently tracking outside of
the ISAWS system include:

e CalWORKs Assistance, CalWORKs Diversion, and KinGap (CA 800 Fed)
CalWORKs Assistance, CalWORKs Diversion, and KinGap (CA 800 Non-Fed)
Foster Care Placement Information Addendum Claim (CA 800 Fed)
Foster Care Placement Information Addendum Claim (CA 800 Non-Fed)
Annual Recipient Report on CalWORKs, Foster Care (FC), Social Services, Non-
assistance Food Stamps (NAFS), Welfare-to-Work (WtW), Refugee Cash Assistance
(RCA) and Cash Assistance Program for Immigrants (CAPI) Ethnic Origin and Primary
Language (ABCD 350)
e Food Stamp Program Monthly Caseload Movement Statistical Report (DFA 296)

Additional funding will be needed for system interfaces

Project budget for the CWS/CMS replacement system and CMIPS |l assume that the ISAWS
counties will migrate to C-IV. Continuance of the ISAWS system will require an estimated $5
million to interface with the new CWS/MWeb project and $3.3 million for the CMIPS Il interface
costs. The Administration’s Budget-Balancing Reduction Proposal failed to account for these
increased costs.

Conclusion

ISAWS lacks the critical functionality, requiring that eligibility staff in the 35 ISAWS counties
spend a significant portion of their day manually computing eligibility and benefit levels.
Changes to ISAWS are very difficult and time consuming, causing the system to fall further and
further behind enacted policy changes. Increasing numbers of manual processes are leading to
increased errors, missed timelines for issuing client benefits, growing inability to meet Medi-Cal
performance standards, and increasing challenges meeting Work Participation Rate
expectations.
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CcC:

Nicole Vasquez, Consultant, Assembly Budget Committee
Julianne Huerta, Consultant, Assembly Republican Fiscal Office
Ana Matosantos, Office of Governor Arnold Schwarzenegger
Jennifer Kent, Health and Human Services Agency

Pete Cervinka, Health and Human Services Agency

Patricia Huston, Department of Social Services

Richard Gillihan, Department of Finance

Mike Wilkening, Department of Finance

Carlos Ramos, Office of System Integration

Debbie Leibrock, Office of the State Chief Information Officer
Todd Bland, Legislative Analyst's Office

Kathy Curtis, Legislative Analyst’s Office

Kelly Brooks, California State Association of Counties
County Caucus



Attachment 1

Recent Policy Change Examples

A Comparison of ISAWS and C-1V Timeframes and Costs

Estimated
Policy Change System Implementation Time Implementation
Cost
ISAWS 18 months $1,635,758
Medi-Cal
Add Continuous Eligibility
for Children
C-lv 6 Months $95,680
14 months
ISAWS Started 2/2005 $765,092
Medi-Cal
Midyear Status Reporting
C-lv 6 Months $368,000
ISAWS 18 Months $2,500,935
Medi-Cal
Deficit Reduction Act of
2005 Proof of Citizenship
C-lv 3 Months $119,600
Phase | — 3 Months
ISAWS $879,647
CalWORKs Phase Il - 13 Months
Homeless Assistance
Program Change C-IV Phase | — 1 Month $ 46,000
i Phase Il -3 Months ’
ISAWS 13 Months $498,411
CalWORKs
Universal Engagement
(Welfare to Work)
C-Iv 13 Months $14,720
CalWORKs ISAWS Est. 18 Months Est. $4,544,271
Proposed
Work Incentive Nutrition
Supplement (WINS) [, Est. 7 Months Est. $795,000




Attachment 2

Examples of Current Manual Case Processing

Program

Program Description

Manual Work Effort

KinGAP

Kinship Guardianship Assistance Payment
(KinGAP) is a permanency option for
children in appropriate, long-term foster
care placements with relative caregivers
rather than in Foster Care facilities.

Each Individual KG recipient has his/her own case. All are manually processed.
The worker must:

1. Complete a manual benefit calculation.

2. Create a FC or CW case in ISAWS.

3. Override FC or CW benefit determination with manually computed KG benefit
amount.

Override the Program Aid Code.

Delete the system generated FC or CW Notice of Action (NOA).

Create handwritten KinGAP NOA.

Create copy of handwritten NOA for county record.

Communicate case statistics to Fiscal Staff.

Next day — Confirm MEDS updated correctly.

Specified Low-
Income Medicare
Beneficiary (SLMB)
(Medi-Cal)

The Specified Low-Income Medicare
Beneficiary (SLMB) program provides
payment assistance for Medicare Part B
premiums.

I are manually processed. The Worker must:

Complete a manual benefit calculation.

Create a MC case in ISAWS.

Override MC benefit determination with manually computed SLMB benefit
amount.

Override the Program Aid Code.

Delete the system generated MC Notice of Action (NOA).
Create handwritten SLMB NOA.

Create copy of handwritten NOA for county record.
Communicate case statistics to Fiscal Staff.

Next day — Confirm MEDS updated correctly.

WNPEP>O0ND O A

Working Disabled
250%
(Medi-Cal)

The 250% working disabled program
provides full scope Medi-Cal benefits for
employed disabled individuals with income
below the 250 percent Federal Poverty
Level (FFP).

All are manually processed. The Worker must:

. Complete manual benefit calculation.

Create a MC case in ISAWS.

Override MC benefit determination with manually computed benefit amount.
Override the Program Aid Code.

. Delete the system generated MC Notice of Action (NOA).

. Create handwritten NOA.

. Create copy of handwritten NOA for county record.

. Communicate case statistics to Fiscal Staff.

4
5
6
7
8
9
1
2.
3
4
5
6
7
8
9. Next day — Confirm MEDS updated correctly.




Program

Program Description

Manual Work Effort

Student Financial Aid

ISAWS will incorrectly determine Food
Stamp eligibility when a household member
received Financial Aid.

The worker must:

1. Compute a calculation using a state provided Food Stamp Worksheet.

2. Enter the results on appropriate screens in ISAWS.

NOTE: Workers must remember they are NOT to use the Student Income screens.

Erroneous Collection
of Overpayments and
Underpayments from
a Supplement

In some situations recipients are entitled to
receive a supplemental payment if they
have reported a decrease in income after
their monthly benefit is issued.

ISAWS erroneously offsets supplements
against existing Overpayments (Cash Aid)
or Over-issuances (Food Stamps).

The worker must:

1. Calculate the supplement in ISAWS.

2. Allow the system to apply the supplement to the recipient’s existing
Overpayment (OP) or Over-issuance (Ol).

3. If the client calls asking about the supplemental payment, the worker is to then
contact the Benefit Recovery Unit.

The Benefit Recovery Unit will:

1. Adjust the OP/OI.

2. Override the Benefit Issuance record.

3. Authorize a payment to the client in the correct amount.

4. Track the transaction and validate correct reporting at the end of the month.

Incorrect CalWORKs
benefit is used to
compute Food
Stamps

The Agency must provide 10 days
advanced notice prior to decreasing a
client’s benefits.

When a client’s Quarterly Status Report
(QRY7) is received late by the agency and a
decrease is warranted due to an increase in
family income, the agency must allow the
higher benefit to be issued and establish a
Client Caused Overpayment.

ISAWS will determine the correct (lower) CalWORKs (CW) benefit due to the

increased family income and use the lower CW benefit to determine the quarterly

Food Stamp (FS) allotment. The Worker must:

1. Enter the reported income into ISAWS and run the Eligibility Determination &

Benefit Calculation (EDBC) for CW and FS.

Override the benefit amount to equal the previous month’s (higher) CW

benefit.

Reject the system generated CW NOA.

Create a handwritten CW NOA.

Override the CW benefit in the FS computation.

Re-Run EDBC for the FS program.

Reject the system generated FS NOA.

Create a handwritten FS NOA.

Make copies of both CW & FS NOAs for case record.

0. Run EDBC for both programs the next month to obtain the correct results for

the remaining two months of the reporting quarter.

11. Accept each program’s system generated NOA.

12. Calculate an Overpayment and Over-issuance for the difference between the
higher amount issued and the lower amount the family would have received
had it reported timely.
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Program

Program Description

Manual Work Effort

Elimination of 2™
year of Transitional
Medi-Cal (TMC)

In 10/2003, the state eliminated a full year
of Medi-Cal benefits to families who had
been discontinued from CalWORKs or
1931(b) Medi-Cal.

ISAWS will automatically establish 2 years
of TMC for every CW or 1931(b) case thatis
discontinued.

The worker must:

1. Set a calendar reminder for the end of the first year of TMC.

2. Atthe end of the first year, clear the TMC flag, in order to stop the second
year of TMC.

Run the automatic Eligibility Determination and Benefit Calculation.
Create handwritten NOA.

Create copy of handwritten NOA for county record.

Communicate case statistics to Fiscal Staff.

NOTE: Failing to clear the TMC flag will result in:
1. Erroneous statistical reporting.
2. There is a huge potential of the state to overpay for medical services.
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Homeless Assistance

A short-term special needs payment to
families that are apparently eligible for
CalWORKs and facing eviction. Families
may receive Temporary Homeless
Assistance while looking for a new home
and/or Permanent Homeless Assistance to
move into a new home.

All are manually processed. The Worker must:

1. Complete a manual benefit calculation.

2. Create a CW case in ISAWS.

3. Override CW benefit determination with manually computed Homeless
benefit amount.

Override the Program Aid Code.

Delete the system generated MC Notice of Action (NOA).

Create handwritten NOA.

Create copy of handwritten NOA for county record.

Communicate case statistics to Fiscal Staff.

Manually enter the Homeless Assistance payments in the HAPI screens in
MEDS.

10. Next day — Confirm MEDS updated correctly.
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Treatment of Child
Support Income of
CW Applicants

ISAWS will incorrectly apply Child Support
Income and cause a CalWORKSs applicant
to be denied.

The worker must:

1. Complete a manual benefit calculation without the Child Support.

2. Delete the system generated NOA.

3. Ask a Lead Worker or Supervisor to override the grant amount. with the
correct grant amount.

4. Complete a handwritten NOA.

Aid Code 35

Aid code 35 provides CalWORKSs and Full
Scope Medi-Cal benefits to two parent
households, who meet the definition of
being unemployed.

State and Federal Claiming Reports are impacted.
Fiscal Staff must:
1. Override all statistics related to aid code 35 from Non-Fed to Federal.




Program Program Description Manual Work Effort
“Be VU’ Lawsuit Food Stamp Program (FSP) forms and The worker must:
Settlement specified joint Food Stamp and CalWORKs | 1. Process case automatically.
forms must be translated into eight 2. Delete the System generated English or Spanish NOA to prevent it from
additional languages, as required by being sent automatically via a nightly batch process.
Federal Regulations 7 CFR 272.4 (b) and 3. Handwrite the NOA in the recipient’s language.
the settlement of the Be Vu et al v. Mitchell | 4. Make a copy of the handwritten NOA.
and Bolton lawsuit. 5. Mail NOA.




Attachment 3

Sample ISAWS Deficiencies Requiring Manual Intervention

Deficiency

Description

Alien Identification

ISAWS does not recognize all the various forms of Alien and Refugee
identity and citizenship cards

Street Numbers Limitations

ISAWS address field for the street address number is limited to 5
characters

Retro-Processing
For Mid-Quarter Income
Changes

After an income changes have been authorized in an established CW or
FS case, ISAWS does not allow for re-averaging of previous month(s)
benefits.

Multiple Rejects

ISAWS sometimes drops data if EDBC is re-run after more than one
rejected EDBC.

License # field Limitations

License field is limited to 8 characters.

Weekly/Bi-Weekly Child
Support

ISAWS cannot factor direct child support that is received by the recipient
on a weekly or bi-weekly basis.

Period of Ineligibility
following a transfer of
Property

ISAWS cannot not automatically determine the number of months a family
would be ineligible following a transfer of property (resource) that is for
less than fair market value.

Vehicle Equity Exemption

If the applicant has more than one countable, licensed vehicle per adult,
ISAWS will not apply the equity exemption to the correct vehicle.

SFIS

ISAWS does not differentiate between the CW and FS SFIS rules.

Federal Non-citizenship
Status

ISAWS does not determine Non-Citizenship status for all types of non-
citizens.

Prescription Drug Card
Expense

ISAWS does not recognize that the Medicare Drug Discount Card
Program ended on 5/15/06.

CalWORKs Benefits in a
Food Stamp Only Case

When families live together and eat together they must be in the same

Food Stamp case.

Example: CalWORKsrecipient and her 2 chil dren mofather,i n
who receives Food Stamps only. He must add his daughter and her children to his FS case.
Her CW benefits are treated as income.

ISAWS does not allow for the CW and FS cases to be linked. Without
being linked they could be assigned to 2 different eligibility workers. The
CW grant is not automatically picked up by the Food Stamp case. This
creates MANY food stamp errors and over-issuances.

Irregular/Infrequent Income

ISAWS incorrectly applies the $30 exclusion.

Use of Sponsor's Income

ISAWS does not use a sponsor's income in a CalWORKSs or Food Stamp
case.




