
  DIVISION OF HEALTH CARE ACCESS AND ACCOUNTABILITY 
   
  1 WEST WILSON STREET 
  P O BOX 309 
  MADISON  WI  53701-0309 
Scott Walker   
Governor  Telephone:  608-266-8922 
 State of Wisconsin FAX:  608-266-1096 
Kitty Rhoades  TTY:  711 or 800-947-3529 
Secretary Department of Health Services dhs.wisconsin.gov 
 

 

INCOME MAINTENANCE ADVISORY COMMITTEE (IMAC) 
Thursday, December 17, 2015 

1:00 – 3:30 p.m. 
Dane County Job Center, 1801 Aberg Avenue - Ballroom, Madison, WI 53704 

Or online at https://connect.wisconsin.gov/imac/ 
For audio, dial 888-808-6929, access code 468-5307  

 
MINUTES 

 
Non-State Attendees:   
Jenny Hoffman, Bay Lake / Brown Co. Kris Parkansky, Bay Lake / Marinette Co. 
Melissa Duane, Capital / Columbia Co. Antonio Esterrich, Capital / Dane  Co. 
Ron Redell, Capital / Dane Co. Margaret Romens, Capital / Dane Co. 
Kara Ponti, Capital / Dane Co. Tony Sis, Capital / Dane Co. 
Cindi Flynn, Capital / Adams Co. Amy Beranek, Capital / Dodge Co. 
Stephanie Ronnfeldt, Capital / Richland Co. Bridget Bell, Capital / Dane Co. 
Gwen Hannes, Capital / Dane Co. John Rathman, East Central / Outagamie Co. 
Annett Mooney, East Central / Marquette Co. Amy Roland, East Central / Outagamie Co. 
Chris Machamer, East Central / Waupaca Co. Ann Kriegel, East Central / Winnebago Co. 
Linda Struck, Great Rivers / Eau Claire Co. Ronda Brown, Great Rivers / St. Croix Co. 
Jane Huebsch, IM Central / Marathon Co. Mandy Mayek. IM Central / Portage Co. 
Rachel Pantaleo, Moraine Lakes / Ozaukee Co. Melody Larson, Moraine Lakes / Walworth Co. 
Brenda Zweck, Moraine Lakes / Walworth Co. Sandy Potter, Moraine Lakes / Washington Co. 
Debra Berg, Moraine Lakes / Waukesha Co. Doreen Lang, Northern / Wood Co. 
Cece Fishnick, Southern / Grant Co. Marlin Harms, Southern / Iowa Co. 
April Heim, Southern / Rock Co. Jill Johnson, Southern / Jefferson Co. 
Lorie Graff, Western / LaCrosse Co. Debbie Schwandt, WKRP / Kenosha Co. 
Claribel Camacho, WKRP / Racine Co.  
 
State Attendees:   

 
 

Abby Abernathy, DHS Linda Alexander, DHS 
Julie Anstett, DHS Pam Appleby, DHS 
Autumn Arnold, DHS Raquel Berkshire, DHS 
Emily Carlson, DHS Becky David, DHS 
Elizabeth Dehling, DHS Matt Fanale, DHS 
Jamie Fawcett, DHS Michelle Furr, DHS 
Judy Johnson, DHS Kara Koonce, DHS 
Susan Larsen, DHS Paul Michael, DHS 
Chris Partridge, DHS Michael Poma, DHS 
Carrie Schneck, DHS John Tuohy, DFS 
Tony Trout, DHS Debbie Waite, DHS 

Wisconsin.gov 

https://connect.wisconsin.gov/imac/


1. Administrative Issues – Debbie Waite & Jenny Hoffman   
• Attendance for remote attendees, email Linda Alexander and on-site attendees, sign 

attendance sheet. 
• Announcement of changes in Wisconsin’s CMS representation: Charles Friedrich has 

been promoted.  New leadership will be invited to future IMAC meetings. 
 
 
2. Approval of November 17, 2015 Meeting Minutes – Debbie Waite   

• Motion to approve, seconded and passed by voice vote. 
 
 

3. Upcoming Changes to Autism Waiver / Impact on Income Maintenance (IM) Consortia – 
Susan Larsen, DLTC and Pam Appleby, DHCAA (Handouts) 
• See “Coverage of Behavioral Treatment” and “Process Flow for 1st Group of CLTS 

Waiver Participants and Wait List Kids” for more detail. 
• The PowerPoint presentation was given at regional meetings in November, and is 

thus dated November 2015. 
• Early in the waiver program, two requirements for the child: 

a. Had to be determined disabled through the Disability Determination Bureau 
(DDB); 

b. Required an institutional level of care. 
• Today, if a child is Medicaid-eligible (Foster Care, SSI, W2, Katie Beckett, etc.), 

those requirements no longer apply; a child can now be treated through Medicaid 
programs / ForwardHealth.   

• Letters announcing the change were sent first to families that were on the wait-list; 
those families were encouraged to have their providers apply for certification.  

• Medicaid must be in-place or remain in effect in order for the child to receive autism 
treatment.  If determined ineligible, may have been because they no longer met the 
requirements.  Consortia may hear from partners that MA-eligibility has / will 
change.   

• Question:  How will new patients be treated?  Discussion:  It’s possible that some 
families that only wanted autism treatment may contact the Economic Support (ES) 
services in the agencies. 

• Providers have begun referring families to the agencies, thus generating calls and 
questions to their staff. 

• During the transition (2016) from the waiver program to the MA-eligible program, 
the family may disagree with the number of hours and/or treatment they were getting 
under the waiver program.  If so, they are entitled to a fair hearing.  The Office of the 
Inspector General (OIG) is responsible for conducting this research (Prior Approval 
unit is part of OIG) but the hearing is conducted through the Division of Hearings and 
Appeals (DHA) in the Department of Administration (DOA).   

• Please access the Frequently Asked Questions that can be found at the website shown 
on the “Additional Information” slide (#17) in the handout. 

• Currently, the Department contracts with Lutheran Social Services (LSS) and St. 
Francis’ Children’s Center (SFCC) in 14 counties to administer the Children’s Long 
Term Support (CLTS) Waiver Program for children diagnosed with autism.  As a 
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result of a different relationship with these providers / administrators, different types 
of communication are needed with LSS, SFCC, county waiver agencies and the 
income maintenance (IM) agencies.  Aware that more work is needed, Susan is 
holding regular calls with LSS, SFCC and the 14 county waiver agencies and will 
raise the issue of the need for increased communication and collaboration with the IM 
agencies. 
Action Item:  Susan Larsen will provide Linda Alexander with the Department’s 
Behavioral Health Transition Web page and Frequently Asked Questions (FAQ) 
document developed for families and which can then be attached to the meeting 
minutes.  
Results:  Susan Larsen sent the following to Debbie Waite: 
As a follow-up to last week’s IMAC meeting, I am sending you the link to the 
Behavioral Treatment Web page and the posted Behavioral Treatment FAQ document 
directed to families.  The website also includes translations of the FAQ document in 
Hmong and Spanish. 
  
https://www.dhs.wisconsin.gov/clts/waiver/autism/index.htm 
  
Please feel free to contact me if there are any additional questions or concerns 
regarding county economic support/waiver agency communication or collaboration 
issues. 

 
 

4. FoodShare (FS) on Demand – Michelle Furr, Becky David & Doreen Lang 
• The FS on Demand waiver was approved and the Operations Memo was published. 
• On 1/11/16, the Northern Consortium will begin a pilot of this program. 
• MilES is scheduled to begin the program on 3/1/16.  In May, Capital, WKRP, 

Western, Moraine Lakes and the East Central consortia will go live, followed by 
Southern, Bay Lake, Great Rivers, and IM Central in July. 

• Plan to leverage roundtables to discuss issues, share best practices and experiences 
from the early-implementers – Northern and MilES. 

• Due date is 2/29/16 for each consortia’s On-Demand hours of operation, dashboard 
assignment changes, caseload leveling/alignment and any changes to the Call Center 
Anywhere (CCA) scripts.  For consortia going live in May and July, may have some 
flexibility in the deadline, especially for the scripts. 

• Dashboard changes - DHS is working hard to have on-demand applications included 
on the dashboard but is unable to do so for the Northern Consortium’s pilot at this 
time.    

• Although the roundtables should yield feedback, issues and concerns, consortia 
should share any ideas or questions regarding on-demand business whenever these 
arise. 

• Will need discussions of how on-demand business impacts the consortia’s business 
model and operational procedures. 
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5. Feedback from Agencies on Real Time Eligibility (RTE) – Autumn Arnold  
• Some RTE statistics and information shared: 

o About one month into RTE, have received about 3,000 applications, which is 
about 20% of all applications and 30% of ACCESS applications. 

o Worker follow-up items are significant in these applications. 
o CARES Releases: 
 1/9/16 – Fixes:  case comments will be able to be entered without getting 

stuck in the ‘Automatic Case Processing (ACP)-complete’ mode; removing 
alerts for ACP cases; adjusting for BadgerCare Plus child. 

 March – System fixes, including the example raised in which a case is re-
assigned to another worker yet the case remains in the original worker’s 
inbox. 

 June – RTE Phase II; implementation of the integration between CARES and 
interChange – RTE applications will appear immediately. 

 September – RTE III – more enhancements 
• More detailed discussion on various operational issues that have arisen: 

o Deleting vs. using “15” code for ACP follow-up cases.  This is important because 
of how RTE impacts other IM programs. 
Action Item:  DHS/CARES Call Center will provide written recommendations, 
instructions on how to handle/process these cases. 

o Difficulty in searching for RTE applications – requires examining each case to 
determine if the application is an RTE or a program-add.  Consider identifying as 
ACP-only cases on the dashboards.  Because RTE and add-a-program were 
implemented at the same time, this has resulted in difficulties in scheduling 
interviews. 

Action Item:  Consortia should submit RTE issues in writing to the Process Support 
Subcommittee or Becky David by 2/11/16. 

 
 

6. Call Center Anywhere (CCA) Transition Update – Paul Michael 
• Department of Administration has not yet signed the contract with Genesys for the 

new call center system, so few implementation details are available. 
• However, DHS is planning for the transition at a very high level, knowing that plans 

are tentative but with these goals: 
o Avoiding large CCA system fixes in the interim; 
o Continuing to support CCA during the transition; 
o Re-designing / adapting the support center and methods used for the new system. 

• Roll-out planned for three phases: 
a) Migration to Genesys – beginning potentially as a pilot in Q4 2016 with initial 

implementation ‘as is’ in Q1 2017. 
b) Then add enhancements and features that were not in CCA. 
c) Then integrate more fully with CARES – includes full-service interactive 

voice response (IVR) capability, resulting in more efficient call processing. 
• Currently working on documenting the current state, which will help insure smooth 

transition.  Need a count of ‘real’ / active agents, as Genesys licensing protocols 
impact cost.  System is currently showing about 2,000 agents but suspect that a more 
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accurate number is around 1,500.  Continuing the practice of contacting an agent if 
he/she has not logged in for more than 30 days.   

• Plans are to use train-the-trainer but no dates scheduled at this time. Will also conduct 
demonstrations for the CCA Subcommittee and for an IMAC meeting. 

• Consortia had requested automated process for telephonic signatures.  The system 
would automatically read the client rights, allowing the worker to step away from the 
call to update notes.  This is being explored. 

• Working on developing business continuity, disaster and recovery process plans.  
Will identify operations requirements both during the transition and after the 
implementation. 

• Communications planning:  what is known, how to deliver, identify 
stakeholders/critical audiences. 

• Question:  What are the plans for the DHS roll-out/implementation? 
Answer:  Possibly, a pilot in Enrollment Management Central Application Processing 
Operation (EM CAPO) and then rolled out to all of DHS. 

• Question:  Is Genesys’ administrative structure / are roles similar to that of CCA? 
Answer:  It’s still unknown but Genesys may have a more granular level of security 
(examples are in changing call flow, adding an agent). 

• Question:  Can FS On-Demand be integrated into Genesys process?  (Example:  
ACCESS would schedule a call to be made to the applicant / for an interview.) 
Answer:  Unknown but likely a ‘wish’ which would need to be evaluated and 
prioritized. 

 
 
7. Discrepancies Update – Raquel Berkshire, Jenny Hoffman & Linda Struck  

• CARES Call Center emailed the State Wage Income Collection Agency (SWICA) 
definition of ‘complete’ to agencies on 12/8/15.  If consortia have not shared with 
their workers to date, please do so.  This is the definition that will apply for the 
tracking of discrepancies. 

• Dashboard issues / enhancements – need to address “status” and “due date” fields and 
meanings.  Consortia should submit their issues and concerns to Raquel so that any 
fixes or enhancements can be evaluated and, if necessary, prioritized. 

• Consortia staff submitted their feedback on the work and time required to fix 
discrepancies and sent to Raquel.  DHS is analyzing. 

• An Operations Memo is under development. 
• The Discrepancies work group has accomplished its objectives; will reconvene when 

the analysis of the data/findings has been completed.  No meetings scheduled at this 
time. 

• Concerns were raised over possible duplication of this process with the Department of 
Children and Families’ (DCF) Benefit Recovery Investigation Tracking System 
(BRITS).  Raquel advised that she is the DHS representative in the work group and 
that she will insure coordination. 

• The group expressed interest in learning more about a tool that WKRP Consortium 
(Kenosha County) has used successfully.  Debbie Schwandt reported that the tool 
(Numara Footprint) is being upgraded, thus preventing any sharing until that has been 
completed.  Could the tool be demonstrated at the January, 2016 IM Operational 
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Assessment (IMOA) meeting? (Note:  WKRP staff shared this tool at IMOA 
subcommittee on January 8). 
Action Item:  Debbie Waite and Raquel Berkshire will develop a plan for moving 
forward with discrepancies and explore whether the BRITS topic is appropriate for 
the January, 2016 IMAC meeting. 

• Raquel said that language on notices can be adapted to advise customers that DHS 
obtains data from Equifax unless the customer disputes. 

 

8. Regional Enrollment Network (REN) Update – John Rathman 
• On recent REN teleconferences, coordinators in some areas reported seeing good 

activity.  
 
 
9. Affordable Care Act (ACA) Issues – Craig Steele / Autumn Arnold 

• No new open enrollment issues have arisen. Previous issues raised include: 
o Multiple applications for the same individual are appearing.  This is not because 

the person applied multiple times but because the records show multiple transfers 
between the FFM and the consortia.  Resolution is being explored by the Centers 
for Medicare and Medicaid Services (CMS). 

o Inheritance income – DHS and FFM treat the same: neither counts as income (not 
taxed) but the interest from the inheritance is taxable.    

o 2015 gap cases – Case closing notices should not have been sent in cases where 
the member was covered under BadgerCare Plus.  Remember that all gap cases 
must be processed manually. 

Action Item:  Consortia should send Craig Steele any examples of closed gap cases. 
 
 

10. Income Maintenance (IM) Funding & Contracting Updates – Debbie Waite & John 
Rathman 
a) FoodShare (FS) Bonus / Enhanced Funding Follow-up 

• Statewide call scheduled held and facilitated by Bill Hanna. 
• Questions regarding the FS bonus were sent ahead of time and Carrie Schneck 

addressed them.  Other questions: 
o What is the “partial 2014 payment?”  The payment for July-December, 2014 

which will be distributed in January, 2016. 
o Long term / after this, will this be a retroactive payment?  Random Moment 

Sampling (RMS) data drives the payment calculation which must wait until 
after the year-end close out. Consortia requested a refresher on RMS to insure 
appropriate coding. 

o Second payment in 2016 will be for all of 2015. 
 

b) 2016 IM Contract Returns 
Awaiting the return of a few contracts from:  

            IM Central 
Northern 
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Southern  
Western 
Bay Lake 

 
 

11. Systems Update - Chris Partridge  
• Small team composed of representatives from Deloitte, Department of 

Administration’s Division of Enterprise Technology (DET), counties’ information 
technology (IT) staffs, and DHS convened to look at systems issues.  DHS is still 
working on identifying a staff person to lead this effort. 

• Also working with counties/agencies that report issues to the CARES Call Center, 
like LaCrosse County.   

• To get a broader understanding of the issues and concerns, currently developing two 
separate surveys to be distributed to: 
o IM Operational Leads – less technical in nature than the other survey that will be 

sent to the agencies’/counties’ IT professionals. Consortia requested that this 
survey be sent to Operational Leads to coordinate responses.   

o County IT Professionals – topics include opinions, thoughts and concerns about 
what type of browsers are needed/should be used; what are preferences for 
operating systems.  This will be sent to the IT contacts in all 72 counties. 

• The information will include where the problems occur and what types of problems 
(connection, speed, number of staff affected, time of day, day of the week, other). 
Action Item:  Consortia should update their IT contacts on the DHS website for this 
purpose. 

• Ideas for a Statewide IT Conference 
o DHS had a table at the IT Summit held in Madison in December, but low traffic 

showed this was not as effective as had been thought.  The last conference of this 
type for IM staff was during the implementation of W2 and most participants 
found it valuable. 

o DHS is continuing to solicit ideas and evaluate what format, content, timing, etc.  
Consortia should email Chris their ideas. 

o Because of the implementation of the CCA replacement, Genesys, this conference 
could serve a dual purpose and include Genesys training, so target would be prior 
to year-end 2016.   

• Another topic DHS is thinking about is the use and workability of SharePoint sites for 
consortia.  More information will be forthcoming. 

 
 
 
12. Consortia Feedback – John Rathman  

Consortia asked for status update on proposed legislation relating to 4+ Card initiative.  Is 
it moving?  
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13. Operations Memos - Becky David 
• Issued seven Ops Memos in three days; the last two were released today: 

o 15-46 1095-B Form Administration 
o 15-47 Electronic Residency Verification 
o 15-48 Clarification of FoodShare Renewal Verification Policy 
o 15-49 FoodShare On-Demand Interview 
o 15-50 Deferred Action for Childhood Arrivals and Haitian Family Reunification 

Parole Program 
o 15-51 New Time-Limited benefit Notification Letter and Enhancements to the 

FSET Tool and Income Maintenance Management Reports 
o 15-53 Updates to the FoodShare Clock and New Time-Limited Benefit 

Notification Letter 
• Still working on the Policy and System Changes as a Result of Same-Sex Marriage 

Rulings 
 
 
14. Administrative Memos – Debbie Waite  

a) 2016 ACA and Able Bodied Adults without Dependents (ABAWD) Funding Memos 
• Debbie said that drafts of the memos were sent yesterday for consortia review and 

comment (12/16/15). 
• Memos look like versions from 2015 with only changes made to dates and 

funding amounts. 
• Consortia have a 45-day comment period but DHS would appreciate any feedback 

sign/off earlier if possible.   
• John Rathman suggested that comments could be sent within the week to either 

Jenny Hoffman or him.  
 

b) Lobby Services – Posting Requirements (Handout) – Kara Koonce  
• Draft Admin Memo was sent out for comment with minor changes. Consortia 

indicated willingness to waive 45-day comment period and move to publication.  
• Changes relate to process for ordering signage and includes links to resources. 
 

15. Sub-committee Updates - Debbie Waite & Work Group Chairs (Handout) 
See the handout for more details. 

 
 

16. Miscellaneous Updates / Other / Public Comment   
• Remember to distribute the new electronic verification; this triggered the SharePoint 

issue for IT/Chris Partridge 
 
 

17. January 21, 2016 Meeting - Tentative Agenda Topics  
a) Foster Care Process Implementation  
b) Sheboygan County Transition  
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