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Project Background

CSR - Customer Service Request

= System Work for MMIS after Go-Live
= Maintenance, Enhancements or Defects

No Global Prioritization Of CSR’s

= Each Bureau Had Their Own Priorities

No Organization Around Who Or When CSR’s Were Released

= ACS Has 10 Days To Respond To A Released CSR With A “Statement of
Understanding”

= “Statement of Understanding” Requires Business Analyst and
Engineer/Developer To Create
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Project Background

The End Result -

Resources Already Allocated At 100% Would Have To Be Pulled
Off Their Current Assignment In Order To Create A “Statement Of
Understanding” In Order To Meet The 10-day Requirement On A
Released CSR, Thus Impacting CSR Go-live Dates That Were
Already Committed To.




Project Goals & Objectives

Goal:

= Engage The ACS PMO To Assist The ACS Systems Team To
Develop An Improved CSR Process With The Client.

Objectives:

= Better, More Frequent Communication

= Ability To Prioritize Work

Ability To Forecast When Work Will Start And Be Completed

Give Client Visibility And Control Into The CSR Process And Work
Better Use Of ACS Resources

More Focused Approach To Completing Work




Project Scope & Benefits

Project Scope

= To Partner with the Client to Help Determine CSR Priorities
=Balance Expertise
=Priorities by Subsystem

= Develop A Schedule Of Future Changes

= Ensure Open And Constant Communications

Project Benefits

= Predictability

= Visibility

= Forecasting

= Focused Resources




How Did We Do This?

= Joint CSR Tracking System Developed
= Divided Systems Staff Into Subsystem Specific Teams

=Green Team — Eligibility

*Blue Team - Claims Entry & Adjudication

*Red Team - Recipient & Provider

=Gold Team - TPL, Claims Payment, Financial, PA, Reference

=Orange Team — Web Portal, Architecture, Call Center, Document
Management

=POS Team - Pharmacy System

= Top 10 CSR’s

=Not Specific To Teams, Subsystems Or Bureaus
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How Did We Do This?

= Combined Related CSR’s

= Set Thresholds For Small, Medium & Large Projects
=Thresholds Tied To Specific Deliverables

= Each Systems Team Lead Trained In Project Management And
MS Project

= JAD Sessions For Complex CSR'’s

= Client Appointed One Entity With Authority To Release CSR'’s
=CSR’s are only released when ACS has resources to work on the CSR
= Client Gave Quicker Approvals

= All Projects And CSR’s Have Workplans

= Portfolio Management Approach

=Combine CSR’s & Projects By Team
=Review Work In Process comanscin | \
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2 = Blue Team - Claims Entry & Adjudication

1 16.1 [= M516-Claims Adjudication-Test Packages in Process
2 16.1.4 DOOTOOGTOS - Service Limit Bypass Correction
26 16.1.14 DOOE00TH03 - Part A Crossover Payment Calculation
a0 16.1.19 DO03008001 - Co-pay Exclusion Effective Date
75 16.1.18 DOOTO06869 - Report for FCP
94 16.1.17 DO06005825 - Electronic Crossover Duplicate Check
119 16.1.20 DOOTO06880 - Chiropractor Claim Defect
135 16.1.16 DOOTOOGH0T - Sterilization and Abortion Indicator Changes
157 16.1.21 DOOTH06542 - Provider License Eligibility Check
177 16.1.22 DO03008149 - Age Calculation on All Claim Types
201 16.1.23 D080 T8 - Claim Check Version #1 Upgrade
225 16.1.24 DO 4644 - McKesson Post-0Op Visit Logic Correction
245 16.1.25 DOOTO0T 320 - Move SED To MYPAC Claims Header
265 16.1.26 DOOTHONTO 4 - Restore Payment of Medicaid Waivers
285 16.2 [= MS-16-Claims Adjudication-S0Us in Process

266 16.2.11 DOOTOOT250 - ADA Dental Form Changes
311 16.2.18 DOGE00TE0S - SLAD - Dental Cash
333 16.2.21 DO0E00E24% - HPI Changes
3 E] 3 H DO06005784 - Bendex Project
4 @ 4 = Red Team CSR Projects.Published_20080818123049
1 20.24 DOOTOOTESE - MIMA File to CMS Daily {Retro Record Part)
14 20.26 DOO3003108 - Parts AZB Buy-In Program Updates to Fed/State Standar
33 20.28 DOOS00TTAD - Stop Generation of ID Cards {(Emerg Immigrant)
5 B 5= MAO Gap.Published 20080818123204
1 e 421 DOMG005703 (MAD) — Foster Care Children Eligibility
M| 422 DOO6005346 (MAD) - Multiple Beneficiary Merge
22 | 423 DOOTO04215 (MAD) — Part B Quartery Premiums
Ready
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How Did We Do This?

= Bi-Weekly Meeting With Client To Review Performance Reporting
=Current Schedules/Workplans
= ate Tasks
=Completed Tasks
=Planned Tasks
=Deliverable Status
=Risks
=Review Current Priorities
=New CSR’s
=ACS Recommendations
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Performance Reporting
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JB125.11.46
JB125.11.46
JB125.11.46
JB125.11.46
JB125.11.46
JB125.11.46
JB125.11.46
JB125.11.46
JB125.11.46
AB12.5.11.46,
AB12.5.11.46,
AB12.5.11.46,
AB12.5.11.46,
AB12.5.11.46,
AB12.5.11.46,

A.B125.11.48.
J.8.12.5.11.48.
J.8.12.5.11.48.
81251148
J.B12.5.11.48.
JB12.5.11.49
J.8.12.5.11.49
J.8.12.5.11.49

2121445312
21214465164

21214468174
M 4 » » | Completed Tasks { Activities in Progress  { Late Tasks / Deliverables Past Due to DOM  {  Deliverables Past Due to ACS  { Aug Risks { Activities | | <

Ready

Code Ticket 13145

Code Review Ticket 13145

Code Ticket 12136

Write Test Caverage for Ticket 12136
Code Ticket 12769

Code Ticket 13069

Code Review of Ticket 13063

Write Test Coverage for Ticket 13069
Code Review of Ticket 12572

Code Ticket 9555

Code Review of Ticket 9555

Write Test Coverage for Ticket 9555
Develop SCOL - Ticket 13103

Code 13275

Code Test Coverage 13275

Code 13277

Feview Test Plan to MEDESX Tearn
Document Test Plan Corrections
Make Test Plan Corrections
O-Submit Test Plan to DOk

OOM Review & Provide Feedback On Test Plan
Fefresh Test DB

Migrate 4 6.6 to CA Environment
FPerfarm Smoke Test

hl-00M approval of RAD

Code Feview of Bug 10241

Code Review Bug 13160

tedsy 466
tedsy 466
medsy 4655
medsy 4655
medsy 4655
tedsy 466
tedsy 466
tedsy 466
tedsy 466
tedsy 466
medsy 4656
medsy 4656
medsy 4656
medsy 4656
medsy 4656
medsy 4656

medsy 4.6.6
medsx 4.6.6
medsx 4.6.6
medsx 4.6.6
medsx 4.6.6
medsx 4.6.6
medsx 4.6.6
medsx 4.6.6
heds 3.13

heds 3.13

heds 3.13

2722008 Williarmson Tommy

8/28/2003 Hoots Dawn

8/26/2005 Hoots Dawn

8/26/2005 Hoots Dawn

8/29/2005 Hoots Dawn
/4,008 Reddy Archana Rondla

841172003 "Williamson Tamrmy
/52008 RHeddy Archana Rondla
2/1/2008 Hoots Dawn

8/11/2008 | Guthi Rajani

8/26/2008 Hoots Dawn

871372003 Guthi Rajani

211272008 Maidu Shilpa

21572008 Guthi Rajani

211972008 | Guthi Rajani
36,2008 Heddy Archana Rondla

Tucker Sharon[25%] Maidu Shilpa[25%],Davis

82008 Katrina ,Thomas Pat
21,2008 Berry Kathryn[107 %]
2452008 Berry Kathryn[107 %]

8/11/2003 Berry Kathryn[S0%]

8/19/2005 | Stuant Alice, Simpson Pam

8/14/2005 Williamson Tommy

8/M14/2005 Plunkett Hal

8/14/2005 Berry Kathryn
8/4/20058 Division of Medicaid
8/1/2008 Fyan ken

B262008 Ryan Ken
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Next Steps

= Create A Standard Release Schedule To Accommodate System
Changes Within A Specific Timeframe. (Quarterly Release
Schedule)

= Combine Priority CSR’s And/Or CSR’s that may impact the same
programs or interfaces.




