Milwaukee County Income Maintenance

Milwaukee County’s Systemic Problems

Milwaukee County has demonstrated a sustained inability to successfully provide services to its customers.  Merely providing more funds and state staff assistance to Milwaukee County has historically not improved services; in fact by many indicators the County’s performance has worsened.  

· Less than 5% of the phone calls placed to the Milwaukee County Call Center are answered.

· Because Milwaukee County’s Call Center performance is so poor, the state Medicaid call center, operated by EDS, receives 250 – 300 calls from frustrated Milwaukee County residents per day.  

· Only 70% of benefit applications are handled within the time periods required by state and federal law.  This is compared to 85% of the balance of the State.

· This means that a family with no income and no food in the house, who are supposed to receive their benefits within seven days of applying, may not receive the necessary assistance until weeks, if not months, later.  It also means that a pregnant woman who applies for BadgerCare Plus will have to wait to get vital prenatal care for more than a calendar month.

· In 2007, Over 60% of case closures in the County are certified as eligible for benefits within two months of closure.

· This means that individuals lose benefits to which they were entitled through no fault of their own and then have to go through the arduous task of either appealing or re-applying to receive those benefits, many times going without health care and food assistance.

· The County has substantial backlogs in Walk-In and Mail-In Verification Centers, which cause many Milwaukee members not to receive the benefits to which they are entitled, resulting in a loss of access to health care and nutrition benefits.  Length of backlogs vary (two weeks to 12 weeks) based upon who is reporting the backlog. 

·  FoodShare Negative Error Rate is currently 19.54%.  This means nearly 1 in 5 FoodShare recipients is cut off from the program in error in a year.

· Milwaukee County has a much higher percentage of its caseload request a fair hearing than any other county in the state.   Milwaukee has been assessed $74,500 in fines for the months of December 2007-March 2008 for failure to process orders resulting from fair hearings in a timely manner.  Despite the State devoting additional resources to assist the County in processing cases and hearing orders (1 to 4 FTEs), the State has just been notified that the County is out of compliance for the months of August, September, October, and November of 2008.  This will result in additional penalties.

	FoodShare Payment Error Rate 1992-2008

The FoodShare payment accuracy error rate is a state and federal measure, calculated after a sample of cases is reviewed each federal fiscal year, of the amount of benefit dollars over or under paid due to client, worker and system errors extrapolated over the entire FoodShare caseload.  If a state has a payment accuracy error rate that is greater than the federal tolerance level (the state is in sanction status.  

	Year
	State Rate
	Milwaukee Rate
	Balance of State Rate

	2000
	12.00%
	16.60%
	6.60%

	2001
	12.70%
	15.80%
	9.10%

	2002
	12.30%
	14.30%
	10.30%

	2003
	9.30%
	11.80%
	7.10%

	2004
	6.65%
	9.12%
	4.40%

	2005
	5.60%
	5.95%
	4.96%

	2006
	6.17%
	8.05%
	4.56%

	2007
	5.90%
	8.33%
	4.23%

	2008
	7.05%
	8.18%
	6.35%

	
	
	
	

	FoodShare Negative Action Error Rate: 2003-2008

	The FoodShare negative action error rate is a state and federal measure of the number of cases who had FoodShare eligibility denied or terminated incorrectly.  

	Year
	State Rate
	Milwaukee Rate
	Balance of State Rate

	2003
	5.48%
	6.20%
	3.10%

	2004
	6.52%
	9.04%
	4.13%

	2005
	6.24%
	7.26%
	6.12%

	2006
	9.49%
	10.65%
	8.77%

	2007
	8.39%
	11.49%
	6.33%

	2008
	11.20%
	19.54%
	6.69%

	Note:  Negative Action Error Rates have only been tracked by the federal government since 2003, when the review requirement was added into the federal Food Stamp program law.




Impact on Milwaukee County Residents:  Milwaukee County’s continued poor performance has real life consequences.  Every time the County doesn’t answer the phone or erroneously closes a case, a family or individual goes without food or medical services.  This is simply unacceptable.  

Below are examples of real cases where DHS has intervened:

· A 46 year old mother with a 13 year old son submitted an application for FoodShare benefits to Milwaukee County on October 25th using ACCESS.  The mother and her son also receive social security benefits.  The county did not act on her application until it denied her in November for failure to follow through with the application.  DHS received her complaint in mid-December and immediately fixed the case.  She received FoodShare benefits for October, November, December and January as a result of this action. 

· A single working mother with twin 15 year old sons, who receives no child support, applied for BadgerCare Plus and FoodShare with Milwaukee County in July 2008.  When asked, she sent in verification of employment and earnings, but never heard from Milwaukee County.  In mid-October 2008, she re-applied using ACCESS.  The assigned worker again asked her for verification of employment and earnings, which she again provided on December 5th.  On the 15th, the mother called Milwaukee County and was informed she owed a premium and that she would receive a premium due letter.   Mom never received the premium notice letter.  She contacted DHS in late December.  State staff told her the amount of her premium, which she promptly paid.  DHS established her eligibility as of October 1, 2008.  

· A working mother of five children, who receives SSI for one child and gets no child support, received FoodShare benefits through Milwaukee County.  In December 2008, she sent in her Six Month Report Form by the deadline (12/10/08).   The eligibility system showed that the form was received.  She then received a notice that her benefits would end (and did end) on 12/31/08.  She called Milwaukee County on the 24th, 30th, and January 2nd.  She spoke with three different workers who all told her that her form had been received but had not been processed yet.  On January 5th, she contacted DHS, where state staff fixed her case and opened her FoodShare benefits on the same day.

· A single working mother of a two-year old daughter who receives no child support applied for benefits using ACCESS on December 10th.   On January 5th, she contacted DHS to complain that she had never been contacted by the county and had received no decision on her BadgerCare Plus and FoodShare request.  State staff reviewed her case and found that there was no reason her case should be pending, other than the Milwaukee County worker had not confirmed eligibility.  State staff re-ran eligibility and confirmed her eligibility on the same day.  

· Single disabled mother with six children, ranging in age from 0 – 13, whose income consists of Social Security disability, Social Security survivors’ benefits and child support, was eligible for BadgerCare Plus.  In October, she told Milwaukee County that she received Medicare and that she’d like help paying for her Medicare Part B premiums through Medicaid’s Qualified Medicare Beneficiary (QMB) Program.  She was asked to verify her assets.  She sent this information into Milwaukee County, but then received a notice denying her QMB request because she had not verified her assets.  She contacted Legal Action of Wisconsin, who contacted DHS in December.  State staff asked for and received her asset verification and confirmed her as eligible for QMB back to October 2008 (in addition to Medicaid for herself, BadgerCare Plus for her children and FoodShare for everyone).  She has recently contacted DHS again, when her QMB case was changed by the Milwaukee worker so that the QMB benefit ended.  DHS is now working to restore her benefit.  

State support of Milwaukee County IM Functions:  

The state continues to spend more of its resources (funding and personnel) to support Milwaukee’s IM efforts than any other county in Wisconsin.  Unfortunately, these investments have not led to sustained improved performance by the County.

· Milwaukee Electronic Case File Project:  In 2003, using state funding for Food Stamp reinvestment that resulted from a federal sanction for high payment accuracy error rate in federal fiscal year 2002, the Department funded a special project in Milwaukee County to scan their paper case files into the IM Electronic Case File.

· $255,000 (all funds) (one-time)

· Milwaukee Only

· FoodShare Find and Fix I: Since 1998, just over $3.5 million in state FoodShare reinvestment funding has been provided to Milwaukee to improve FoodShare accuracy. In 2004, the Department of Health Services provided financial and staff resources (as many as 25-30 staff) who reviewed all new applications to assist Milwaukee in improving the accuracy of its FoodShare eligibility decisions.  Payment accuracy improved dramatically as a result of this as well as other management and training initiatives developed and implemented by state and local agency collaboration.  

· $3.5 million (State Only Funding) (one-time)

· 25 state FTEs

· Milwaukee Only

· Support Operation Excellence: In 2004, DHS provided Milwaukee one-time funding to implement a strategic planning initiative to improve their process/business systems. 

· $798,000 (State Funding Only) (one-time)

· Milwaukee Only

· FoodShare Find and Fix II:   In 2005, the state continued to operate a smaller scale find and fix effort in Milwaukee.  Starting in the fall of 2004 DHFS funded three Payment Accuracy Consultants (with $350,000 in reinvestment funds), and currently funds two Payment Accuracy Consultants through a contract with the University of Wisconsin-Oshkosh.  The Find and Fix projects have been funded activities since 2004. 

· $350,000 (State Funding Only) (annual)

· 2 State FTEs

· Milwaukee Only 

· Technical Assistance: In 2006, DHS provided funding for a staff person assigned to Milwaukee to do one-on-one technical assistance for problem cases.  This activity is an ongoing activity with continued funding.

· $100,000 (all funds) (annual)

· 1 State FTE

· Milwaukee Only

· Training: DHS provided funding to renovate a central training facility in Milwaukee.   The training center provides new or refresher training which is developed based on worker needs.  Recent specialized trainings targeted and specially delivered to Milwaukee County have included wages and salaries training, household composition refresher training and CARES Worker Web training.  This activity is an ongoing activity with continued funding.

· $168,000 (all funds) One Time Only

· Milwaukee Only

· Central Application Processing (Enrollment Management CAPO):  In February 2008, DHS initiated an intake process with six community partners in Milwaukee to process BadgerCare Plus and FoodShare applications in Madison via ACCESS.  As of August 31st, DHS had successfully processed 1,248 applications for benefits from Milwaukee County residents.

· 6 state FTEs (ongoing)

· Milwaukee Only

· Fair Hearings Support Since April 2008, the Department has intervened and is attempting to resolve fair hearing requests before the hearing takes place and in implementing hearing decisions where the county has erred in the determination of eligibility or amount of benefits. 

· 1 FTE (April 2008)

· Additional 3 FTEs (December 2008)

Milwaukee County’s Arguments:  In the past Milwaukee County has argued that the above problems are not all of its own creation.  Specifically, the County has argued that its performance would improve if the State provided more funds.  With those funds the County would hire additional staff.  As described earlier and pointed out below, the State has in fact provided additional funds and resources to Milwaukee County over the past 10 years, which have not translated to sustained improvement.  In fact, just the opposite has occurred.  The County’s performance has recently worsened.  

Increased Funding:  Milwaukee County has argued that it does not receive enough state funds to adequately conduct income maintenance functions.

Fact:  

· The Income Maintenance function is funded jointly by the State and counties all across the state.

· Milwaukee’s total 2007 state/federal allocation for Income Maintenance was funded at 62% of its workload model. 

· In 2007, the balance of the state was funded at 57% of the workload model.

· The five largest agencies in the balance of the state (Dane, Rock, Brown, Kenosha and Racine) were funded at 48% of the workload model estimate.  Dane, Rock and Brown Counties have error rates less than 4.7% and Kenosha and Racine have seen higher error rates this last year, but are historically much lower.  

· Milwaukee’s local share of total costs is 15% while the average for the balance of the state is 23%.

	Funding Source
	Milwaukee
	State

	STATE (GPR)
	$   8.55 million
	$  27.25 million

	COUNTY
	$   3.55 million
	$  23.60 million

	FEDERAL (FNS & CMS)
	$ 12.10 million
	$  50.85 million

	TOTAL
	$ 24.20 million
	$101.00 million

	IM WORKLOAD MODEL ESTIMATE
	$ 25.60 million
	$  95.70 million


Additional Staff:  Milwaukee County, specifically the County Board, argues that Income Maintenance is understaffed.  With adequate staff and funding, Milwaukee County argues its performance will improve.

Fact:

· Milwaukee County currently has 220 FTE conducting income maintenance functions.  The County has consistently failed to keep its authorized positions filled.

· As noted above, the state has deployed millions in state funds and resources over the past 10 years to assist Milwaukee County.  These additional resources have not resulted in sustained improvement.  DHS has concluded that program integrity and customer service has deteriorated significantly in the past several years.

