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Kansas Launches Final Phase Of Troubled Enrollment
System
KCUR | By Stephen Koranda
Published September 26, 2017 at 11:42 AM CDT
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Glen Yancey, who helped oversee the launch of a bene�ts enrollment system for the Kansas Department of Health and Environment, said he and others working
on the project learned from early stumbles.

The overhaul of the Kansas computer system for processing welfare and Medicaid
applications recently went through its �nal implementation phase. State o�cials say
the process went smoothly, especially compared to the system’s initial rollout that
delayed thousands of Medicaid applications.

The Kansas Eligibility Enforcement System, or KEES, combines the processing for
Medicaid and welfare bene�ts. The more than $200 million system got off to a rocky
start with delays before its eventual 2015 launch and backlogs for Medicaid applicants. 

The new section of the project focused on welfare bene�t applications and family
services. Glen Yancey, who helped oversee the project for the Kansas Department of
Health and Environment, said he and others working on the project learned from those
early stumbles.

“As time goes on, people get more experienced,” Yancey said. “As those people go
through and do that work they get better at it, so they’re better at anticipating the
business needs and how to implement that.”
 
The state worked with a private contractor, Accenture, to develop KEES, which was
plagued by issues since its launch. An audit released in January 2016 shed light on
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some of the problems with KEES, including the fact that the state is unlikely to see the
system’s projected $300 million savings. 

RELATED STORY: Behind the backlog: The problem-plagued rollout of Kansas’
Medicaid enrollment system

The system was down from August 19 to August 27 during the recent upgrade, which
was a shorter outage than originally planned.

Robert Choromanski, executive director of the Kansas Organization of State
Employees, said not all information migrated properly to the new welfare system during
the August upgrade. That means workers will need extra time to go through bene�t
applications that piled up while the system was down.
 
“It’s just taking a long time,” he said. “Hopefully over the next couple of weeks, as more
and more employees get familiar with KEES, the new system, the processing times will
get a little bit faster.”
 
Yancey said welfare bene�t applications that would normally take about 10 days to
process are currently taking around 14 days.

The update also indirectly affected Medicaid applications. Medicaid services were
merged into KEES during the �rst phase of the program, but Angela de Rocha,
spokeswoman for the Kansas Department for Aging and Disability Services, said the
system for Medicaid applications was also down during the latest upgrade.

“Medicaid application processing continued. They just couldn’t use the electronic
system,” de Rocha said.

She said the outage did increase a backlog of applications waiting to be processed, but
she didn't specify by how much. As of now, there are around 2,500 Medicaid
applications that have been in the system for more than 45 days. Almost half of those
are delayed, she said, because the applicant needs to provide additional information.

De Rocha said state o�cials have added staff to reduce the number of applications in
the backlog.

“Managers believe we will be back down to where we should be shortly,” de Rocha said.

The number of delayed Medicaid applications ballooned after the health insurance
program was merged into KEES, hitting a high of nearly 8,000 applications in the system
for more than 45 days in 2015. 

Last year, some Kansas nursing homes reported �nancial issues while awaiting
Medicaid renewals for residents. 

Stephen Koranda is Statehouse reporter for Kansas Public Radio, a partner in the
Kansas News Service. Follow him on Twitter @kprkoranda.
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Stephen Koranda reports on the Kansas Legislature, state government and everything else for Kansas Public
Radio. He previously worked in Mississippi and Iowa, where he covered stories ranging from hurricanes to
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HEALTH CARE

Kansas Medicaid full of problems, but
contractor says it shouldn’t take all the blame

BY ANDY MARSO

FEBRUARY 18, 2019 05:30 AM , UPDATED FEBRUARY 18, 2019 10:50 AM    

Herbert Shaffer worked for decades doing carpentry, building metal outbuildings
and stripping out old railroad boxcars, all the while paying taxes in Kansas and
pinching what pennies were left for later in life. 

Like many Americans, he outlived those savings after he moved into a nursing
home. So last March, his daughter, Nyoka Isabell, helped him apply for Medicaid to
pay for his bed at Lakeview Village in Lenexa. Then they waited. And waited.

Nearly a year later, they were still waiting — two of the thousands of Kansans
frustrated by an application process that has been bogged down for the better part
of three years.
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Nyoka Isabell is trying to get her dad, Herbert Shaffer, 88, approved for Kansas Medicaid. His application has
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“He worked his tail off and had to spend his money to pay for his care and now
we’re at where we’re at,” Isabell said. “He still needs care, but I can’t afford it and he
definitely can’t afford it.”

For the past year Isabell has been making regular calls to the KanCare
Clearinghouse, a facility in Topeka where Medicaid applications are processed. It is
staffed by a mix of state workers and employees of a contractor called Maximus.

After three years of Kansans and nursing home representatives complaining about
long delays in getting Medicaid approved, big changes appear to be in store for the
Clearinghouse, as Gov. Laura Kelly has proposed minimizing Maximus’ role.

But in an interview in Topeka Feb. 12, Maximus officials said they have taken an
unfair share of heat for the problems at the Clearinghouse.

“He still needs care, but I can’t afford it and he definitely can’t afford it,” Nyoka Isabell says of her father,
Herbert Shaffer, who lives at the care center at Lakeview Village in Lenexa. Tammy Ljungblad
TLJUNGBLAD@KCSTAR.COM
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On the date of the changeover, Maximus received about 3,800 partially completed
applications. Getting up to speed on those, with a workforce still new to the more
complex applications, was hard enough, Maximus officials said.

But they were also using a new computer system beset with problems that required
time-sucking workarounds.

That technology — the Kansas Eligibility Enforcement System, or KEES — was
developed by another big-name government contractor, Accenture. The initial
contract called for the state to pay Accenture $135 million, but the Legislature’s
auditors determined that the project went over budget by about $46 million as its
initial rollout was delayed by years while developers tried to work out the bugs.

There were still plenty of bugs once it rolled out, though, Maximus officials said.

Members of the Colyer administration said Maximus intentionally low-balled its bid
on the Clearinghouse project to get the contract. But while Maximus officials
acknowledged they were initially understaffed, they said it was because they based
their bid on the computer system Accenture promised, not the one it delivered.

Ilene Baylinson, the manager of Maximus’ U.S. health division, said the company
knew it would probably take a little longer with a system that was processing all
types of Medicaid applications. But they had no idea just how much longer it would
take with KEES.

“The actual time it took to process an application for just family Medicaid from how
we did it in our system to how long it took in the new system was more than
double,” Baylinson said. “And we never could have anticipated that.” 

Under federal law, most Medicaid applications are supposed to take no more than 45
days to process. But thousands of Kansans had to wait longer than that, forming
such a backlog that KDHE had to submit to federal monitoring.

The delays hit nursing homes particularly hard financially because they rely heavily
on Medicaid reimbursements.
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Baylinson said Maximus did its part to address the backlog, hiring dozens of people
“on our nickel” and forming specialized teams to work directly with nursing homes
that had a lot of residents with pending applications.

The backlog is now way down — below 1,000 — and the nursing homes say things
have improved. But there are still cases like Isabell’s 88-year-old father, which
Maximus officials said means the initial backlog itself couldn’t have been
responsible for all the delays.

KEES still has two glaring shortcomings, they said. For one thing, it has no workflow
management function that would provide daily reports on applications processed
and received and alerts when applications are approaching 45 days. Maximus had to
make its own system for that.

KEES also has no way for applicants to upload financial documents digitally. KDHE is
working on a secure upload portal, but for now, supporting documents often have to
faxed or sent by traditional mail to a mailroom run by yet another state contractor.

Herbert Shaffer is a lifelong woodworker and still makes wood trucks at Lakeview Village in Lenexa. Tammy
Ljungblad TLJUNGBLAD@KCSTAR.COM



All of which provides extra opportunities for documents to be misfiled, not received
or otherwise not attached to their underlying application. Kansans’ complaints
about being asked to submit the same forms over and over again are well taken,
Baylinson said, but not something Maximus has full control over.

“In most states that we work with, they’ve basically eliminated paper,” Baylinson
said.

Accenture spokesman Joe Dickie said via email that, “We remain focused on
continuing to meet our responsibilities on KEES” and referred other questions to
KDHE.

KDHE secretary Lee Norman said the agency’s new leadership is “committed to
holding contractors accountable, addressing the application backlog and improving
services to Kansans.”

“That means addressing any challenges with the state’s computer programs and
technology as well,” Norman said.

CONCERNS REMAIN

Hawkins said that if Maximus officials were concerned about KEES or other aspects
of the Medicaid system, the company should have raised those issues years ago,
rather than waiting until its contract was in jeopardy.

Maximus officials said they have raised issues privately with KDHE, and the current
administration seems more receptive to fixing the problems. But until recently they
thought it was better to stay behind the scenes.

“We tend to be a silent partner and operate our programs on behalf of our clients
and focus on what we’re paid to do,” said Lisa Miles, the company’s vice president of
investor relations and corporate communications.

She, Osterlund and Baylinson said they’re going public now to “correct
misinformation” about the company’s performance on the Medicaid contract.

But there have also been complaints about aspects Maximus directly controls,
including the Clearinghouse’s customer service call center. While complaints of
hours-long hold times have lessened, Isabell said she’s been calling regularly for
months, and it wasn’t until recently that she reached an employee who seemed to
take a genuine interest in making sure her dad’s case was completed.

“It’s been like pulling teeth, seriously,” Isabell said. “In general, the call center reps,
as polite as they may be, they haven’t been very helpful to me.”

Nursing home officials have run out of patience, too, after years of unpaid bills.
Many have stopped taking in new people if their Medicaid application is still
pending.

Rodney Whittington, the administrator of Villa St. Francis in Olathe, which serves
more Medicaid residents than any other nursing home in the state, said that at one
point, about one-fourth of his 170 residents had applications pending, and the
facility was carrying $2.5 million in unpaid accounts receivable.

Whittington and other nursing home administrators testified last week for a bill that
would force Maximus or any other contractor the state might hire to pay nursing
homes a penalty fee for every day past the federal standard that applications are
pending.

Maximus opposed the bill, saying that sometimes applications must go beyond 45
days, like when Adult Protective Services is investigating suspected financial abuse
of an elder.

Nursing homes generally get back pay once applications are approved, but that often
doesn’t happen if residents die while awaiting approval, because it gets harder for
families to complete the process and nursing homes are reluctant to ask them to at
that point.
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And back pay doesn’t always make up for the cash flow problems. Villa St. Francis is
affiliated with the Catholic Church and could lean on the Archdiocese for financial
support, but other facilities had to take out bank loans (and pay interest) to get them
through. Some reported losing longtime vendors for things like food service because
they weren’t able to pay on time.

Whittington said Maximus’ specialized nursing home teams are an improvement,
but the company’s workers still seem under-trained and less knowledgeable about
the more complex Medicaid applications than the state workers who used to handle
them.

Re-hiring and training a new state workforce to take over takes time, though. Kelly’s
initial budget proposal called for it to happen in July, but KDHE officials said recently
they’re now looking at the end of the year.

Several nursing home administrators said what would really help is if the state not
only took back control of application processing, but also restored the regional
offices where people could walk in for face-to-face help.

Isabell said she’s also all in favor of that.

“So you could hold somebody accountable, yes,” Isabell said.

The Kelly administration wouldn’t say whether that’s in the cards but suggested
they’re considering it.

“The governor is also interested in looking at different ways to make the application
process more streamlined, and possibly provide more hands-on assistance to
applicants,” said Norman, the state health secretary. “We will be looking at ways to
accomplish this in the coming months.”

Meanwhile, a KDHE spokesman said Isabell’s father was approved for Medicaid Feb.
13 — the day after The Star asked Maximus officials about his case — and a notice of
approval was in the mail. He said Lakeview Village would be eligible for Medicaid
payments back to March 2018, and the agency would try to determine what
happened to the application during the year it was pending.
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They said they’ve improved their performance, but they’re just one part of the
broken system, and it will do no good to cut them out of the process.

“Whether Maximus is doing it or not doing it, it’s still broken,” said Christine
Osterlund, the KanCare Clearinghouse project director for Maximus. “And so our
goal is to identify where all those breaks are and it’s going to take all the partners
together. It’s not something that Maximus can solve, it isn’t something that KDHE
(Kansas Department of Health and Environment) can solve on its own, it’s not
something the nursing facilities (can solve). We all need to come together and work
through these issues. That’s what’s going to make the system work.”

Maximus’ Clearinghouse contract has been worth, at minimum, about $17 million a
year.

In her first budget, Kelly, a Democrat, proposed hiring 300 state workers to take
some of the most complex applications away from Maximus. Her administration also
wants to eventually re-open bidding for the rest.

It appears Republicans are unlikely to fight her on it. Officials who led KDHE under
her Republican predecessor, Jeff Colyer, recommended the same thing, said House
Majority Leader Dan Hawkins, a Republican from Wichita who has clashed with
Kelly over other issues.

“They were emphatic it was time to make a change,” Hawkins said. “It’s truly one of
our biggest headaches.”

THE HISTORY

To understand how applying for Medicaid became so frustrating for so many
Kansans, you have to understand the program’s recent history.

Maximus has been helping the state process some applications for about 20 years,
but for most of that time the contractor handled only a certain type: family medical
applications that are mostly for children and pregnant women. The company
evaluated those applications and then made recommendations to state health
officials, who had the final say on whether to approve or deny.

Applications for people who are elderly and disabled and need care at home or in a
nursing home were processed by state workers from another agency in offices
across the state, where people could walk in and get face-to-face help. Those
applications are much more complex than the family medical applications and often
require reams of financial data.

At the beginning of 2016, then-Gov. Sam Brownback used an executive order to
funnel all of the applications together in a single entity: the KanCare Clearinghouse. 

The goal was to make things more efficient. But that wasn’t the result.
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ANDY MARSO 816-234-4055

Kansas City Star health reporter Andy Marso was part of a Pulitzer Prize-finalist team at The Star and
previously won state and regional awards at the Topeka Capital-Journal and Kansas Health Institute News
Service. He has written two books, including one about his near-fatal bout with meningitis.
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COVID-19 mask orders in Kansas
City area have exemptions that
some don’t want or need
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New coronavirus mask mandates in Kansas City and in Kansas and
Missouri counties offer exemptions for medical conditions and
disabilities. But some people, like members of the deaf community,
don’t want a pass.
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State contractor oversight criticized in wake of Medicaid mistake
By ANDY MARSO (/PEOPLE/ANDY-MARSO) •  JUN 23, 2016

Share (http://facebook.com/sharer.php?u=https%3A%2F%2Fwww.hppr.org%2Fpost%2Fstate-contractor-oversight-criticized-wake-medicaid-

mistake&t=State%20contractor%20oversight%20criticized%20in%20wake%20of%20Medicaid%20mistake)



Tweet (http://twitter.com/intent/tweet?url=https%3A%2F%2Fwww.hppr.org%2Fpost%2Fstate-contractor-oversight-criticized-wake-medicaid-

mistake&text=State%20contractor%20oversight%20criticized%20in%20wake%20of%20Medicaid%20mistake)



Email (mailto:?

subject=State%20contractor%20oversight%20criticized%20in%20wake%20of%20Medicaid%20mistake&body=https%3A%2F%2Fwww.hppr.org%2Fpost%2Fstate-contractor-

oversight-criticized-wake-medicaid-mistake)



From the Kansas Health Institute
(http://www.khi.org/news/article/contractor-state-oversight-criticized-
in-wake-of-medicaid-mistake):

Accenture faces $750,000 fine for incorrect reporting of application
backlog.

News of a mistake that dropped several thousand Kansans from state
Medicaid backlog reports has advocates and Democratic lawmakers
questioning the state’s oversight of the contractor blamed for the error.

Susan Mosier, secretary of the Kansas Department of Health and
Environment, sent a letter to federal officials June 10 to let them know
that the reports they had been receiving since February
(http://www.khi.org/news/article/cms-scrutinizing-efforts-to-ease-
kansas-medicaid-backlog) — which showed the state’s backlog of
Medicaid applications steadily declining — were inaccurate.

The state had previously reported that the backlog of new applications awaiting processing as of May 8 was 3,480 and about 2,000 of those
had been pending more than 45 days. After the reporting error was corrected, the state reported that as of May 22, the total backlog of new
applications was 15,393 and nearly 11,000 of them had been waiting more than 45 days — the limit set by the federal Centers for Medicare and
Medicaid Services.

Download the Letter to CMS Officials from KDHE Secretary Mosier (http://www.khi.org/assets/uploads/news/14428/ks_backlog_6.16.pdf)

Mosier placed responsibility for the error on a state contractor not named in the letter.

Angela de Rocha, a spokeswoman for state agencies, said Monday that the contractor in question is Accenture, the multinational firm that
Kansas paid to build a new software platform for determining Medicaid eligibility called the Kansas Eligibility Enforcement System, or KEES.
But she said the state is accountable for oversight.

“It’s ultimately our responsibility to get people’s applications determined, to get their eligibility determined,” de Rocha said. “But this is a
setback.”

De Rocha said the state plans to withhold $750,000 from Accenture’s contract, which was extended through 2021 last year and is worth more
than $250 million altogether.

Accenture spokeswoman Deirdre Blackwood said via email that the company did not make an error and was giving KDHE the information it
requested.

"KDHE then refined how it wanted the numbers compiled and we worked with the state to revise the reports,” Blackwood said.

Blackwood said the changes in reporting didn’t affect the state’s ability to pare down the backlog.
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Legislators voted in April to audit (http://www.khi.org/news/article/legislative-committee-declines-audit-of-same-sex-adoptions) the Medicaid
backlog, which began to develop last year after KEES went live. A previous audit, ordered after more than a year of KEES delays, revealed that
Accenture had promised more than it could deliver (http://www.khi.org/news/article/behind-the-backlog-of-kees-applications) when it signed
the initial contract with the state.

Medicaid, which in Kansas is a privatized program called KanCare, is funded through a combination of state and federal dollars. Most of the
funding for KEES came from federal coffers. 

“It’s ultimately our responsibility to get people’s applications determined, to get their eligibility determined. But this is a setback.”
— - Angela de Rocha, a spokeswoman for state agencies

—

Sean Gatewood, a former Democratic lawmaker who represents people on Medicaid through a group called the KanCare Advocates Network,
said it’s time for executive branch officials and legislators to ask tough questions about Kansas’ ability to hold contractors accountable.

“The underlying thing is, the state’s not watching the problems,” he said.

Gatewood said he hoped CMS officials would force accountability.

A CMS spokeswoman did not respond to a request for comment Monday.

Sen. Laura Kelly, the top Democrat on the Legislature’s KanCare oversight committee, likened the KEES failures to the rocky Division of Motor
Vehicles software switch (http://cjonline.com/news/state/2014-10-02/audit-reveals-flaws-kansas-motor-vehicle-drivers-license-overhaul) by
another contractor, 3M Company.

She said she doubted the state had enough top information technology talent to make sure contractors live up to agreements.

“Whenever you do a massive database software switch, there are going to be issues,” Kelly said. “I think that’s why you have to have very
technically skilled people overseeing the process to protect the state’ interests.”

Turnover at the top

Some of the job positions designated to provide KEES oversight recently have been vacant.

Glen Yancey (https://www.linkedin.com/in/glen-yancey-73987912), chief information officer for KDHE, remains in place after three years as
executive director of KEES.

But the agency is without a KEES project manager following April Nicholson’s move (https://www.linkedin.com/in/april-nicholson-pmp-
5547244a) to the Department of Commerce in May. And the director of Medicaid eligibility position was vacant for more than a month until
Kim Burnam was hired to replace Darin Bodenhamer (https://www.linkedin.com/in/darin-bodenhamer-47515b60) in early June.

State officials have not said whether Bodenhamer quit or was fired.

De Rocha said the error in the backlog reports occurred because Kansans who reapplied for Medicaid after being denied were not being
counted.

She said eligibility workers noticed that reapplications were not showing up in the uncompleted section of KEES and flagged the problem.

“So the system itself actually helped us catch this reporting mistake,” de Rocha said.

The reporting error came to light as advocates who help Kansans apply for Medicaid said they were seeing an increase in applications denied
incorrectly (http://www.khi.org/news/article/state-works-to-clear-medicaid-backlog-but-complaints-continue).

Accenture develops software for government agencies across the country but has a checkered history
(https://www.washingtonpost.com/politics/accenture-hired-to-fix-healthcaregov-has-troubled-past/2014/02/09/3d1a2dc4-8934-11e3-833c-
33098f9e5267_story.html). Shortly after signing the KEES contract in 2011, the company paid about $64 million to settle a lawsuit
(https://www.justice.gov/opa/pr/accenture-pays-us-63675-million-settle-false-claims-act-allegations) alleging kickbacks and other misdeeds in
numerous federal IT projects. It has faced scrutiny more recently for cost overruns and delays on projects in Texas
(https://www.texastribune.org/2016/05/27/texas-child-support-overhaul-double-420-million/) and California
(http://www.sacbee.com/news/politics-government/the-state-worker/article9918857.html).

Kelly said it’s probably not feasible to seek another IT company to troubleshoot KEES, given the investment Kansas has made in Accenture and
the state’s ongoing budget problems.

“I think it’s difficult to cut the cord, particularly when we don’t have a replacement in mind and we don’t have any money to get something new,”
she said.
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Blackwood, who works in Accenture’s Arlington, Va., location, said that “Accenture is meeting its contractual commitments to KDHE” and
referred further questions to de Rocha. 

A receptionist at Accenture’s KEES project office in downtown Topeka said the only person authorized to talk about the project was managing
director Raymond Han (https://www.linkedin.com/in/raymondlhan), who was on a conference call at the time.

A message left for Han was not returned Monday.

A visitor sign-in list at Accenture’s Topeka office showed that Phyllis Gilmore, secretary of the Kansas Department for Children and Families,
attended a meeting there Friday.

DCF spokeswoman Theresa Freed said it was a routine weekly meeting to talk about KEES.

Consequences

DCF workers processed some Medicaid applications until January, when KDHE took over operations at a centralized KanCare Clearinghouse.

Some DCF workers returned to help about a month later after the backlog ballooned following the Affordable Care Act's open enrollment
period. Mosier, in her June 10 letter to federal officials, said they will remain on that job in light of the corrected backlog numbers.

Mosier also said temporary KDHE staff hired through the end of June would be kept on past that date, overtime would be authorized for state
and Accenture workers on the project, and resources would continue to be shifted to help trim the list.

De Rocha said the corrected backlog numbers were disappointingly high and frustrating for state officials as well as Medicaid applicants.

“All of that said, we should have this backlog problem solved by the end of the summer,” de Rocha said.

Meanwhile, the glut of unprocessed applications continues to affect thousands of low-income Kansans waiting on their Medicaid cards, most of
whom are elderly, disabled, pregnant or children.

The wait for coverage also is affecting those who provide services to those groups. Nursing homes were among the first to raise alarms about
long wait times (http://www.khi.org/news/article/administration-hears-from-nursing-homes-on-medicaid-problems).

Cindy Luxem, president and CEO of a senior services organization called the Kansas Health Care Association, said her group recently surveyed
its members about their outstanding bills for residents whose Medicaid applications are pending.

Download the Kansas Health Care Association Survey on Outstanding Medicaid Payments
(http://www.khi.org/assets/uploads/news/14428/khca_survey_results.xlsx)

More than 100 nursing homes and providers of home and community-based services responded. Five nursing homes reported having at least
one resident whose application had been pending a year or more.

One nursing home company reported 84 residents with pending applications and more than $750,000 in outstanding Medicaid claims.

Luxem said news of the higher backlog numbers made sense to her, in light of the survey responses.

“It did not surprise me when the story came out,” she said. “Because I believe we probably had several hundred in that list.”

The nonprofit KHI News Service is an editorially independent initiative of the Kansas Health Institute and a partner in the Heartland Health Monitor
reporting collaboration. All stories and photos may be republished at no cost with proper attribution and a link back to KHI.org when a story is reposted
online.
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