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Executive Summary

Alameda County Social Services Agency (SSA) request the approval of Adult Programs
Division of CDSS to automate its In-Home Support Services (IHSS) payroll process
using Interactive Voice Response units (VRU) and Web technology. SSA uses VRU and
the complimentary Web component extensively in its CalWORKS, Children and Family
Services, and Adult & Aging programs with great success.

Brief History

Implemented in September 2003, the Foster Care Tracking System (FCTS) is a 2005
California Association of Counties Challenge Award winner. Since 2003, FCTS VRU
has prevented over $6,000,000 in overpayments to foster care providers. It generates
several reports including child run-a-ways, whether providers have reported the status of
our kids within the last month, listings of all children, service providers, the associated
child welfare worker, and amount in overpayments where avoided the prior month.

Implemented in April 2005, the Customer Automated Response System (CARS) VRU
handles nearly 40,000 customer calls monthly (roughly half of all CalWORKS calls). It
offers the Alameda CalWORKS, Medi-Cal, Food Stamps and General Assistance
customer general and specific information regarding the status of their case
(active/inactive/pending), the amount of their grant, food stamps, and Medi-Cal coverage
in five different languages. Customers can request replacement Benefit Identification
Cards (BIC), verification letters, as well as emailing their worker if they cannot reach
them by phone. The same functions were added to the SSA’s web site in December
2007.

Implemented in September 2006, the Adult & Aging Automated Response System
(AARS) provides information for both the Client and the Provider.
A Client can obtain information regarding:
Status of their IHSS case
Share of Cost
Authorized Hours
Next Reassessment Due date
e Worker’s Name and Phone Number
Medi-Cal (and Medicare Savings Programs / Medi-Cal Secondary Programs)
associated with THSS, and food stamp Information as with CARS provides
e General Information-programs and offices
e Case specific information:
o Active, Discontinued, or Pending status
o Share of Cost amount
o Status and Share of Cost for a prior month
o BIC Card Replacement (auto generated by VRU)
e Request Letter of Verification for Medi-Cal (auto generated by VRU)



A Provider can obtain information regarding:
e Number of hours authorized to work in current and next month
e Date last timesheet received, for which pay period, number of hours, net
amount
e Status of payment: whether timesheet is in the system, when check was
printed and mailed, whether check has been cashed
e Request to transfer to agency staff for duplicate timesheet or amended W2
e Request VRU to auto generate
o Duplicate W2
o New W4
o Letter of Employment Verification
In every case (CARS, FCTS, and AARS), the Agency experiences a very high acceptance
rate. In the case of the FC overpayment system (FCTS), providers are particularly
satisfied that their payments are extremely accurate and always on-time. The CARS
system is particularly helpful to CalWORKS staff, as it has taken over most of the routine
tasks of answering customers’ general and specific questions. Not to be out done by the
other VRU services, AARS VRU handles over eighty percent of all Adult & Agency
customer calls.' Each of these systems has a WEB component, which offers our
customers even more options and convenience.

In Summary, Alameda County SSA has more than four years of extensive experience
applying VRU technology to the business of Social Services. In every case, the SSA’s
performance has exceeded expectations.

New applications coming soon include using VRU to make pre-Balderas calls. SSA
believes the will reduce the number of manual Balderas calls by workers. We are
planning the same service for IHSS Medi-Cal QMB calls. Continuing automation of
AARS to include IHSS payroll will have as big an impact on Adult & Aging as the FCTS
system has had on Children and Family Services; particularly in regards to cost reduction,
process improvement, and customer service.

The Alameda County Adult & Aging IHSS Payroll Problem

Alameda County SSA’s Adult & Aging (A&A) department has approximately 16, 000
IHSS providers. The twice a month payroll process means SSA handles 32,000
timesheets monthly. A&A experiences many problems that result in late or delayed
processing including:

e Timesheets arriving unsigned

e Timesheets filled out incorrectly

e Timesheet hours not always adding up correctly

e Huge volumes of timesheets needing sorting, alphabetizing, and

processing

'Adult & Aging receives an average of 30,000 monthly and 82% of all calls are handled exclusively by the
AARS VRU system.



e Late arrival of U.S. Mail and/or providers’ placing their timesheets in the
drop box too late for timely processing

e Timesheets are sometimes lost in the mail or lost for other undetermined
reasons

e Clients with multiple providers can lose service time if one of their service
provider reports more hours than allowed

e Providers seeking instant knowledge that their timesheets are processed
make frequent inquiry calls the minute they drop off their timesheets

e Adult & Aging department employs 20 regular full time staff plus two
temporary staff to handle the workload

o Will have to add more if volume continues to increase

The Proposal

Alameda County SSA proposes that Adult Programs Division of CDSS, allow us to our
automated IHSS payroll process. Chore and Home Care providers will input their payroll
timesheet information directly online via the telephone (VRU) or the WEB.? They will
interface with the agency’s secure’ VRU system, which will automatically and securely
input the information directly into CMIPS. See Appendix A: Adult & Aging
Department IHSS Timekeeping Diagram

How It Works (Client)

The Payroll Authorization Number (PAN) is a one-time PIN number (a different PIN is
issued each pay period), which is mailed to the client twice a month®. A client with
multiple providers will have one PIN per provider and all are listed on a single document.
The client is instructed to provide the PIN after the provider signs the timesheet. If the
PIN is lost or not received via the mail, only the client can contact the agency and obtain
the current PIN®.

How it Works (Provider)
e The provider is instructed to use their SSN and the PIN for timesheet processing
o The SSN identifies the provider and the PIN authorizes the provider to
submit (PIN not needed to input)7 their timesheet data into the system
o The PIN is unique to each provider, therefore no provider can use another
provider’s PIN number for payroll process
e The VRU system will ask the provider if the timesheet is signed by the client

? On-time processing is approximately fifty percent.

* Manual processing will always be available for those who are unable to use the automated process.

* The Agency uses the County’s industry standard encryption, security software, and firewall protocols to
protect the data and integrity of the system.

> PIN numbers are mailed separately from timesheets.

% To get a reissued PIN, the client upon providing verifiable identification can either call the agency or
request it via VRU or Web interface.

7 A provider can input timesheet information at any time and that information will remain in VRU until a
valid PIN is entered. To aid in time management as they input timesheet data the VRU will perform
ongoing calculation their remaining allocable time.



o If the answer is positive the provider may proceed with submitting the
input hours
o If the answer is negative the provider is requested to obtain the signature
before they can submit the worked hours®
e As the provider inputs the timesheet information into the VRU system, the system
will check for authorized hours. The system will reject any hours greater than
allowed daily, weekly, or monthly’
e The VRU system will protect a client with multiple providers by not allowing any
individual provider to exceed their share of services
e Providers can update and/or correct the amount of time worked up to the closing
of the payroll period
o Providers who want to correct the amount of time worked but missed the
payroll cut off period can submit a supplemental time sheet'”
e Providers can print, display, or listen to the time they have input into the system at
anytime, up to six payroll periods
e Kiosks (computers) and phones will be added to the agency’s lobby for providers
who choose to come to our offices to input their payroll information. The Kiosks
are also available for those who need initial help in entering their payroll
information

Audits

Verification that all providers adhere to the state requirement is an integral function of the
Automated IHSS payroll system. The system as it is designed will significantly increase
the number of audits by selecting a statistically relevant number of providers each month
for review.'' The VRU system will inform every provider that they are subject to a
random audit of their time sheets.'” The provider must come to the agency for the review
before their paychecks is released. Word will get around the provider community of the
increased likelihood of audits, which we believe will result in higher rate of compliance.

What to do With The Time Sheet

Two options are proposed regarding what to do with the time sheet after all of the
provider information is entered into the system. The options described below raise
process issues and business requirements, which Adult Programs Division or other state
agencies must approve.

¥ In every case, the system will verify your answer. Therefore, if you say you did or did not get your
timesheet signed by the client, you will be asked if this is correct. If you still answer incorrectly after the
second verification, you will have to contact the agency in-order to complete your time keeping process. It
will also flag the provider for auditing of their timesheets.

° The provider must contact the Agency for any authorized overrides.

' Supplemental time sheets will require manual processing.

" Today, because of the very high volume of work, audits are very sporadic.

'2 The number of providers selected for audit will be at minimum statistically significant and likely greater
at least for the first year. Providers who display questionable patterns (TBD) will be automatically
included in the audits.



Preferred Option A.

The preferred process is the provider keeps possession of their timesheet for a pre-

determined time (i.e. 1-7 years)".

e Once the provider has completed the timesheet input process they are:

e Instructed to save the timesheet

e Informed that they are subject to random audit and if selected would be
required to bring in their signed timesheets
e A provider selected for audit is informed by the VRU system their check is on hold
pending an agency audit of their timesheets
e They are further instructed to bring all of their timesheets for a pre-determined
time period to the office for agency verification

Pros Option A

Cons Option A

Huge reduction in timesheet processing for
agency staff. Staff would only handle
exception timesheets

Timesheets may become lost or misplaced

Significant number of staff can be
reassigned to address other areas of need

Requires AP or state approval to allow
provider to keep the timesheet.
Currently county receives and stores
timesheets for auditing purposes

Agency can recover storage space and
reduce storage cost of keeping timesheets

Lack of state approval for providers
keeping their own timesheets means staff
continues the receipt and storage process.

Providers will have their original
timesheets as reference in case of problems

The state would have to accept the PIN as
an electronic authorization by the client

Providers who forget to obtain client
signatures will have the timesheet
immediately available and thus reduce the
delay in payroll processing

The agency may expend additional
precious resources on other automation
tools such as imaging technology

Increased ability to audit will reduce
potential for fraud

Keeping both the electronic copy and the
paper copy is duplication and wastes
environmental energy

Contributes to saving the Environment by
reducing the amount of energy needed to
process and store paper

An electronic timesheet can never be lost
therefore always available for review/audit

A loss timesheet is clearly the
responsibility of the provider

"* Alameda County will need a waiver to the requirement that the Agency receives and stores Provider

timesheets




Option B:
Provider turns in their timesheets after inputting into the automated IHSS Payroll system.
e Once the provider has completed the timesheet input and submit process they are:

¢ Instructed to mail in or drop off their timesheets

e Informed what to do when called in for audit

e The VRU system will inform the randomly selected provider that their check

is on hold pending an agency audit of their timesheets
e Received timesheets are imaged and stored for audit purposes

Pros Option B Cons Option B

Meets current AP and state requirements of | Keeping both the electronic copy and the
county taking possession of providers’ time | paper copy is duplication of effort
sheets

Timesheets are immediately available for Adding additional imaging technology will

audit without the need of provider being be costly

present

With an automated system the urgency to Timesheets that come in without client
process the paper timesheet is eliminated signatures will result in additional follow-

up and paycheck reversals

If the agency loses or does not receive a
timesheet it is more difficult to assign
responsibility (determine who is at fault -
the client, mail, agency?)

Providers have to return to the agency to
resolve problems with timesheets such as
incorrectly added hours or problems with
exceeding allowable hours

May not reduce the current need for staff
due to problem resolution activities

Other Adult & Aging issues don’t get
needed help from additional staff

In support of the Proposal Alameda County also Requests the following:
The system available hours change from 7am to 7am to 7am until midnight 7 days a week
(except maintenance and update hours). Longer hours available to our customer would
be very helpful using our current IHSS VRU system.

Alameda receives the file of IHSS cases with authorized hours twice a month instead of
the current monthly report. This will assure security of the system and further reduce
fraud.'* This will allow us to capture all pertinent cases for the twice-monthly notices
with PIN for the clients and providers.

" Alameda County SSA is willing to pay any separate services charges from EDS in order to make this
happen.




Security
Appendix B diagrams the Automated IHSS Payroll System network hardware
configuration including firewalls and secure Web.

All web pages are encrypted. We validate all input from the public before
transmission to CMIPS screens. No viruses will get through our security systems
Providers must have their Social Security Number and PIN combination before
they can sub data into the system

One PIN per Provider per pay period

Benefits of the Alameda County IHSS Automated IHSS Payroll System

There are several major benefits of the IHSS Automated Payroll system including:

Significant improvements in timecard accuracy because the provider is forced to
confirm data entry
Significant reduction in overall cost
Provider paychecks will be accurate and on time
Significant improvements in mandated processing turnaround time because
providers entering their timecard information directly into the system eliminates
duplication of effort
If Option A (Providers keep timesheet) is allowed, a significant cost savings
(including staff cost) in back office processing of timesheets
Staff dedicated to timesheet processing can be diverted to other critical IHSS
functions
Providers are automatically prevented from exceeding allocable hours
Provides can input their payroll hours at their convenience during system
available hours
Time submitted (daily, weekly, etc) is automatically calculated and remaining
allocable time is displayed for the provider’s time management
Significant reduction of fraud
Significant reduction in input errors
Much improved auditing capability
Significantly fewer instances where the signature is missing from the timesheet
Elimination of overpayments to providers
Protects the allowable service hours for clients with multiple providers

o Clients’ service time from providers is automatically tracked and managed
Electronic timesheet information can never be lost
Inputted payroll information is immediately available to the provider
Eliminates agency worker input errors
System will pay for itself within one year
Serves as a Proof-of-Concept for the State



Costs
Alameda County SSA uses its already allocated funds to develop the Automated
[HSS Payroll system at no added cost to the state.

Permissions & Waivers

e Alameda County request permission (or waiver if needed) to require the Provider
to retain their own timesheets instead of turning them in to the Agency. Providers
would be instructed that they will be audited and the timecards must be made
available upon request. This would substantially reduce processing cost.

e Alameda County request permission to turn on the write authority so that the
VRU system can automatically update secure and validated timesheet information
to CMIPS. The current IHSS Automated VRU system has read authority, which
allows case status and other services, described earlier.

Summary

Alameda County Social Services is committed to creating the best environment for the
IHSS customers and providers. AARS, CARS, and FCTS provide information and
services that applicants, recipients, providers, clients, and community members need to
communicate to us in a confidential and convenient way. We would be pleased to have
the opportunity to discuss our proposal further with you and other state agencies. We also
can provide a demonstration of how the VRU systems work in Child Welfare, Foster
Care, CalWORKS, and Adult & Aging.

Contacts

For questions or additional information, please contact Don R. Edwards at 510 645-9350
or don.Edwards@acgov.org.

You may also contact Marcia Abbott at 510 267 8634 or mabbott@acgov.org.

10



I

welbeliq asuodsay gapN/8210A SAIORISIU|
Buideayawil SSHI
juswyedaq Bulby % ynpy

1apiaoad o3
KousBy sadiAlag |B100S Ajuno) epawely paltetn yoausked PPy r———

ajep paysed ¥0ayo

a)ep panssi ¥9a3yo
E £PIOA 334D
junowe § jjosked

. x paniwgns 3jeq

pajIWgns SiNoH

sinoy pajlwgns-uoN

sinoy pazuoyiny

‘uonesasuab
yiodal 1o} pabboj
ojul ie2 pue AjAN3Y

s$s920Yy aseqejeq

UOHBISHIOM

FELVER
NYA Ag eseqejep wolyy
paAauyal Ajjesnewolne
SI UOIJBWIOJU|

‘0}8
‘ojui pajepdn saxe) ‘Jajjed o}
¥oeq SdIWD wouy ojul |josked

ajeudoidde saalb 18Alas NYA [CEITVEE-NIEIYBEYSELS suoday juswabeuey
uopesddy NYA

=

&

waysAg buneiado sMoputm “L

siemyjog JaAlag Ajp3 -z

31607 ssauisng pue

saoeyiaju| aseqeled NYA '€

(A31p3 ul UBLIIM) S3IBLIBIUY gem Jo auoyd
yossads 3 G9M NYA ¥ Kq suonouny jeuonippe 1o

HIE] oIeal Jpue Aijue jloiked Jesysawin

e e e e 10} JaAI8S NHA UUM JoBjUOD
a)eW sJapIA0id SSHI

SI9pIAOId SSHI

v xipuaddy
Buidea)awi] SSHI —juawiiedaq Buiby @ Jnpy

ssad0.4 ] ssoursng surdoayoun ], SSHJ vV xipuaddy



4!

goneIngijuo ) 3IeMpIBH pue YIoM)aN ud)sdg [jorded SSHI pdjewoiny g xipuaddy

‘Jewuo} WX Ul passadoid aie
salanb uipjeD IV "Wosjo4 ul aseqejep
UIMIBD U} 0] TTINX BIA J8AIBS YAL SYV

ay} Aq pajeniul aie sysanbai uipgBD

}lomjau
peisnij 19M185 ZNa sjuaidioay
1eD-IPaN

gqaM 21ndes

‘GZzg yod Jano

JaAIes SYY @y} o) [lemaly Ajunod
ay) ybnouy) passed aie gapp

3} WOJj SUOHEDIUNWIWOD punoquy|

WEVVEL
YAl 2} 0} sysanbai ssed o0} Janas qaM
SJi s.Aiuno) ayy Buisn sdyy Jano senies
SVV oyj ssad0e Ajaindas gap ay) Buisn
sjuaidioal |eD-Ipay pue siapinoid SSHI

X8d Auno)

“awn
[ea) Ul 8SEGEIEP SHIND @Y} WO} Ulelqo
s1 uonewJoul |joiAed pue Junodoe SSH|
‘Jeulay}3 JeAo uoissas [euiwia) e Buisn

Aouaby sad1AIag |BID0S AlJUuno) Bpawe|Y
weibeig (Syy) waisAg Buiby g )npy

‘1aM8s SYV 8y} 0} Xad s.Auno)
8y} S}o8UU0D JN2JID || djbuls v

‘wajsAs Xgd s.fauno) ayy ybnouy SiGeidioay

JaAIBs QY @Yl ssa2oe (N1Sd) ¥omiau _mo“_mms_
auoydaja} payaums alignd ay) Buisn sJaplnold SSHI
sjusidioal [eD-1pay pue siapinoid SSHi

uoneIn3uo)) AALMPICH PUk YI0MJPIN WIISAS [[01Led SSHI pArewony :¢ xipuaddy



CALIFORNIA CODES
WELFARE AND INSTITUTIONS CODE

12301.1.  (b) The county welfare department shall assess each recipient's continuing need for
supportive services at varying intervals as necessary, but at least once every 12 months.

12301.2. (a) (1) The department, in consultation and coordination with county welfare
departments and in accordance with Section 12305.72, shall establish and implement statewide
hourly task guidelines and instructions to provide counties with a standard tool for consistently
and accurately assessing service needs and authorizing service hours to meet those needs.

(2) The guidelines shall specify a range of time normally required for each supportive service
task necessary to ensure the health, safety, and independence of the recipient. The guidelines
shall also provide criteria to assist county workers to determine when an individual's service
need falls outside the range of time provided in the guidelines.

(3) In establishing the guidelines the department shall consider, among other factors, adherence
to universal precautions, existing utilization patterns and outcomes associated with different
levels of utilization, and the need to avoid cost shifting to other government program services.
During the development of the guidelines the department may seek advice from health
professionals such as public health nurses or physical or occupational therapists.

(b) A county shall use the statewide hourly task guidelines when conducting an individual
assessment or reassessment of an individual' s need for supportive services.

(¢) Subject to the limits imposed by Section 12303.4, counties shall approve an amount of time
different from the guideline amount whenever the individual assessment indicates that the
recipient's needs require an amount of time that is outside the range provided for in the
guidelines. Whenever task times outside the range provided in the guidelines are authorized the
county shall document the need for the authorized service level.

(d) The department shall adopt regulations to implement this section by June 30, 2006. The
department shall seek input from the entities listed in Section 12305.72 when developing the
regulations.

12305.8. The following definitions apply for purposes of this article:

(a) "Fraud" means the intentional deception or misrepresentation made by a person with the
knowledge that the deception could result in some unauthorized benefit to himself or herself or
some other person. Fraud also includes any act that constitutes fraud under applicable federal or
state law.

(b) "Overpayment" means the amount paid by the department or the State Department of
Health Services to a provider or recipient, which is in excess of the amount for services
authorized or furnished pursuant to this article.

(¢) Notwithstanding any other provision of law, "health care benefits" includes supportive
services, for purposes of subdivision (a) of Section 550 of the Penal Code.





