October 21,2021
1:00-3:30 p.m.

Zoom Link: https://dhswi.zoomgov.conVj/16175504471
For audio dial: 1-669-254-5252 MeetingID: 1617550 4471

INCOME MAINTENANCE ADVISORY COMMITTEE (IMAC)

Time Topic Presenter
1:00pm-1:05pm Administrative Issues Katie Sepnieski
Kathy Welke
1:05pm-1:10pm Approval of September 16", 2021 Meeting Katie Sepnieski
Minutes
1:10pm-1:25pm NEMT Transportation Provider Update David Gibson
VEYO Claudia Huerta
1:25pm-2:10pm DHS Policy Updates BEEP Policy
a. COVID -19Policy Updates
2:10pm-2:25pm Subcommittee Updates
(Attachment)
a. IMOA John Rathman
b. EBD/LTC Subcommittee Ron Redell
c. Call CenterOperational/Technical Kris Weden
Subcommittee
2:25pm-2:30pm Regional Enrollment Network John Rathman
2:30pm-2:40pm Income Maintenance (IM) Funding and Katie Sepnieski
Contract Updates Kathy Welke
2:40pm-2:50pm Consortia Feedback: IM consortia will share Kathy Welke
feedback with DHS
2:50pm-3:00pm Administrative Memos Katie Sepnieski
N/A Gap Case Monthly Update AttachmentOnly
(Attachment)
3:00pm Public Comment ALL
3:05pm Announcements/Items for future Agenda ALL

DHS is an equal opportunity employer and service provider. If you need accommodations because of disability, or
need an interpreter or translator, or if you need this material in another language or in alternate format, you may
requestassistanceto participate by contacting DHSBEOT Admin @dhs.wisconsin.gov

*If you want to participate by web meeting, you can followalong at your computer by logging in as a guest to
https://dhswi.zoomgov.com/j/16175504471 5 minutes ahead of time.



mailto:DHSBEOTAdmin@dhs.wisconsin.gov
https://dhswi.zoomgov.com/j/16175504471

Income Maintenance Subcommittee Key Messages

IMOA Friday, October 1,2021

Agendaltem Message/Action/Motion Assigned To/ Deadline Closure
Referredto IMAC
Policy Updates Jonelle Bromsharedthat the SMRF BOT, which was not being used during the IMOA Members On-Going

pandemic, will beturnedback on soonandwill process no-change SMRF’s for
workers. Weekdaysthe SMRF will runthreetimes adayandon Saturdays oncea
day. Thisshould helpwith the workload spike thatis anticipated to occurinthe
coming months. Itwasrequested thatwritten details on the SMRF BOT be shared
with all IM staff members.

Jonellealsohighlighted that no new PBET requests will be taken beyond 10/8 for
the 2020/2021 school year. On10/23 summer PBET issuance will occurand each
participant will receive $375 dollars. Over $156 millionwas issued for summer
PBET. The USDArecently provided the State with guidance for the 2021/2022
school year and more will be shared soon on this year’s program.

Jori Mundy updated the group on the FNS approval for the State’s 2021 ARPA

fundingplan. Jorialsoshared that the Stateis currently working with FNS on our
2022 plan.

Stevey Poppeshareseveral FoodShare updates. Stevey highlighted thatthe
October catch up date for Augustissuance was moved up from 10/16to 10/8.
Stevey also highlighted that a | etter will be sent to participants informing them
when the Federal and State Pandemic emergency willend. TheState’s
communicationplanwill also include press releases with this information. Stevey
alsohighlighted that the FoodShare COLAincrease member notification letter is
being sent over the next two weeks.

The interview requirement for FoodShare has again been reinstated as of
10/1/2021 and the six-monthreporting requirement has alsoresumed this month.
Consortia will bereceivingsurveys on theimpact of some of the FoodShare waivers
that wereimplemented during COVID and those surveys will be sent to operational
leads.

The ABWAD work requirement time limits have alsobeen waived through
September 30,2022. Letters to ABWAD participants have been sent out with this
information. Itwas requested thattalking points on this changealso be prepared
for IM workers.




Stevey reported thatfuture guidance for support to Afghanrefugees will be
forthcoming. TheStateisalsoaddingthe FoodShare Pantry of Waukesha as a
FoodShare partner.

Autumn Arnold updated on some key dates for the pandemicunwindingasit
relates to health care. Rightnowthe pandemic end dateisanticipated to be
12/31/21, although this might get extended further whichwill pushout the dates
discussed below. On October 18t itis anticipated thatthe official end date of the
pandemicwillbe extended until January of 2022. OnJanuary1stnewapplicants
would have normal rules apply (premiums and work requirements). For all existing
members, a full review would need to occur before normal rules wouldapply to
thosecases.

Autumn alsohighlighted that 70,000 participants have current Medicaid el igibility
only because of a manual Interchange process andtheseindividualsdo nothavean
official CARES case. Theseindividuals would geta manualletter thatthey would
need to apply for healthcareif they wantitto continue. Itwasrequested that
consortia get a breakout of these 70,000 participants by county. The eligibility for
theseInterchange onlycases would end on 1/31/2021.

DHS will also try to evenlyspread the health care renewals for on-going participants
over calendaryear 2022 (all twelve months). They will alsotry to align healthcare
with FoodShareand child care renewal dates. DHS willalso try to minimize renewal
timeframes. Thefinal renewals for this group will occurinJanuaryof 2023 (12
months later). Autumn alsoreported thatif the pandemicdoes get pushedinto
another quarter (March of 2022), DHS is stillthinking they would process the
Interchange only cases as planned.

Covering Wisconsin
Presentation

Courtney Harris from Covering Wisconsin provided anupdate on the upcoming
open enrollment period(11/1/21-01/15/22) for the Marketplace andresources
available to help consumers obtain Health Care coverage. Courtney reported that
Covering Wisconsincontinues to receive the Federal Grant to hire Navigators that
assistindividuals find needed health care coverage. Courtney highlighted that the
American Rescue Plan Act provides increased financial help that decreases
premiums for health insurance for allincome groups for both calendar years 2021
and 2022. Covering Wisconsin is again offering outreach and promotion materials
to help local assisters with needed materials. Reach out to Courtney if youwould
like any of these materials personalized for yourlocalassisters.

IMOA Members

01/15/2021




Genesys Update

Paul Michael providedan update on the Genesys project. Thetimelineisstaying
intact. Trainingis now availableto beviewed by all consortia. Theinitial pilotwas
delayed by three business days, butitdid begin on 9/28. DHS is troubleshooting
the interactionD on outboundcalls but this will be fixed before consortiaand W-2
agencies begin to berolledout. Paul alsoreviewed the various remote work
models andhow Genesys works with each model.

IMOA Members

December, 2021

CARES Call Center
Update

Jody Noblesharedthatshe hasreviewed the concerns andissues raised at the
CARES Call Center listening sessions andthey are using thatimportant feedback to
improve customer service, templates for submissions, and timeframes on
responses. Jody shared they arelooking atsetting up awebsite whereall of the
CARES worker notices could be posted and accessed by users. Jodyalso
highlighted thatthey are again looking at the ticketing system that was previously
discussed atIMOA and they will be coming back to discuss this project with usat a
future meeting. Jodydid highlightthatthe CARES call center is fullystaffed and
they arecrosstraining morestaffin long-term care cases.

IMOA Members

Innovative Training
Update

Julie Rentmeester providedan update on the Innovative Training project. Work
continues on thedesignanddevelopment of the training program, with 80-85% of
the content presently finalized. Juliealso shared a draft of the cohorttraining
schedule with virtual instruction taking place from 9:00-11:30 and 12:30-3:000n
Monday through Thursday with a flex-day planned for Fridays. Theexistingnew
worker training programinthe DHS learning center will transition to Cornerstone
by the end of the year. DHS plansto pilot the new training model withtwo groups,
onewith MILES and one with thebalance of thestate. Thenextstepis toweave
the contenttogether and establisha quality assurance process forthe project.

Future Agenda Items

Policy Updates, Training Updates, Genesys Updates, Roundtable discussion on
Worker Safety

Next Meeting

Friday, November 5" - Zoom




Income Maintenance Subcommittee Key Messages

EBD/LTC

October 19,2021

Agendaltem

Message/Action/Motion

Audience/Recipient

Assigned To

Deadline

IRIS Program started
July 1,2008.

IRIS presentation by Sheldon Kroning and Katie Kelnhofer ICAand
IRISSDPC Contract Coordinators provided an in-depth overview of
IRIS program, origins, enrollment, and eligibility components.
Including theroles of Iris Consulting Agency, and SDPC.

e Participants of IRIS choose theirliving setting,
relationships, and participationinthe community. IRIS
serves Wisconsin adults then require a nursing home
level of care. They fallintothree groups, Physical
Disability, Devel opmental Disability and Frail Elder.

e |RISconsultantagencies serve over 23,000 Wisconsin
residence.

e |RIS participants developandmaintainan individual
serviceplanor (ISSP) that ensures long term carerelated
outcomes.

e |RISResources were provided, as wellanQuestionand
Answer summary.

Key IRIS Acronyms are:
e |RIS-Include, Respect, | Self-Direct
ICA—IRIS Consultant Agency
IC—IRIS Consultant
SDPC —Self-directed personal care
ISSP —Individual SupportandService Plan
WISITS —Wisconsin RIS Sel f-Directed Information
TechnologySystem

All EBD/LTC workers,
leads, supervisorsand
managers.

Policy Updates

Nicole Hoffmanand Manee Yang providedan overview of
handling of Alerts 383 and 503 for individuals 65andolder. More
informationin process helpwill beavailablein December.

All EBD/LTC workers,
leads, supervisors and
managers.

2022 Next Meetings

Moved back to second Tuesday of the month, meeting quarterly.
January 11, April12, July 12 & October 11 2022.




Income Maintenance Subcommittee Key Messages

CCA Operational Technical Workgroup
September13,2021

Agendaltem

Message/Action/Motion

Assigned To/
Referredto IMAC

Deadline

Closure

Genesys Project
Update

Timelinefor rollout has not changed.

Training for staff thatdo not have access to the DHS Learning Center is

now available throughthe Gateway page. Trainingwill be available

through the Learning Center as of 9/22/2021.

Agents will not have access to the Genesys platform priorto 4 weeks

beforetheir go live date. Agents could completethetrainingearlierbutit

is notrecommended.

Phasellusers were allowedaccess to the platformon 9/9/2021.

User confirmation sheets were sentto Phase |l CCAAdmins on 9/7/2021

andaredueback9/14/2021. These confirmationsheets will besentto

Admins several weeks before they are scheduled to transitionto Genesys

and willbeduebackto the project team withinone week.

UAT for pilot began week 0f 9/6/2021.

Genesys will also be limited to 4 Admins.

Agents will scalefrom0to 10 for each queuein Genesys based on a

prioritylevel. Alevel of 10 theagentwould receive all calls from that

queue. Alevel of 0 they wouldn’treceive any calls fromthat queue.

Scaling can be adjusted after initial transition.

Troubleshooting:

- Correctingdisplayissuefor interaction ID’s on outboundcalls.

- Issuewith blindtransfers has been resolved. Callsareno longerbeing
disconnected.

- Agents can nowseetheir owninteractionhistory.

ATS Exception
Reporting

Reports thathighlight ATS issues will be generated weekly and daily. Daily
reports will go to state staff. Weekly reports will go to the CARES Call
Center to bedivided and senton to the consortia.

The reports note mismatches between CWW and Genesys. Dataon the
print Application Registration page, Generate Summaryscreen and/or
Spousal Signature page should match arecordinginGenesys.




Other

USB headsets have shown the highest | evel of sound quality on CCA.

Next Meeting

Monday, September 27,2021 @ 1:00 p.m.
For questions or concerns regarding the Genesys Project email
DHSGenesys CloudProject@dhs.wisconsin.gov

Income Maintenance Subcommittee Key Messages

CCA Operational Technical Workgroup
September27,2021

Agendaltem

Message/Action/Motion

Assigned To/
Referredto IMAC

Deadline

Closure

Genesys Project

e Pilotphasedelayed dueto technicalissues with the “Route-On-No-Answer

Updates (RONA) functionality. Calls were being disconnected if thefirstagentthe
callwas offered to didnotanswer. Issue has been resolved. Tentatively
setto transition overon 9/28/2921.

e Phasel users have been on the platformfor training purposes since
9/9/2021.

e Troubleshootingcontinues on issue with Connection ID(Interaction ID)
displayon outboundcalls. If thisis notcorrected implementationwill
pauseuntil fixis completed.

e Transition on schedulefor Phasell throughV.

Remote Work SinglePlace:
Models e 100%remotewith a single phone number

Workers willloginto a “place” ratherthanenter a phone number.

Only oneworker canbelogged into a number ata time (Hotel model).

e 100% non-remote with a single phone number
e Hybrid with same phone numbers in the office and remote (s oft/cell
phones)
Multi Place:
e Hybrid with different phone numbers inthe officeandremote
e Hybrid with one phoneforremoteand hotel (shared) workspacesinthe
office



mailto:DHSGenesysCloudProject@dhs.wisconsin.gov

Agent Provisioning
Sheet

e Documentwill besentto consortia CCAAdmins forreview and updates.
e Documentwill containagentinformationanddefault phonetab lists the
phonecurrentlyconfigured in CCAfor that agent.
e Enter anysecondaryphonenumbers under the “Secondary Phone” tab.
e Hotel Provisioning Sheet:
* Provide the county where the hotel spaceis
located
* Providethe nameor identifier forthe hotel space
* Provide the phone number forthe hotel space
* DHS will create the hotel place name fromthe
Information provided

Next Meeting

Monday, October11,2021 @ 1:00p.m.

CCAphonenumber 1-888-794-5783

Email dhsimacdsupport@dhs.wisconsin.gov

Genesys support DHSGenesysCloudProject@ dhs.wisconsin.gov
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