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Department of Workforce Services’ Response
to the Office of the Legislative Auditor General’s Recommendations

Recommendations — Page 25-26

1. DWS should exclude all eligibility workers that determine eligibility for one program from the RMTS pool.

DWS Response

We concur. Select eligibility specialists could direct charge their services and be taken out of the RMTS pool. There
are an estimated 54 staff in eligibility long term care and outreach that could direct charge immediately. Other
eligibility positions are also being considered, each being evaluated individually to determine if it makes sense,
based on the programs/ services provided by that staff member.

2. DWS and DOH should reassess the amount that DWS could be reimbursed for CHIP eligibility determination costs
in order to maximize federal funds.

DWS Response
We concur and are willing to investigate options with DOH.

3. DWS should exclude all RMTS responses that take longer than one working day to respond.

DWS Response

We concur. DWS is exploring the implications of requiring staff to respond to RMTS inquiries within one working
day. One plan under consideration requires staff to respond to RMTS inquiries within 24 hours (Monday, Tuesday
and Wednesday). The plan stipulates that if the employee receives an RMTS inquiry on the last business day of the
week (Thursday), the employee will be expected to have the RMTS response completed by close of business, 6:00
P.M. the same day. If the response is not received within the 24 -hour time frame (Monday, Tuesday and
Wednesday) or by 6:00 P.M. Thursday it will be excluded.

4. DWS should train all eligibility workers in the RMTS pool how to respond to inquiries accurately and timely.

DWS Response

We concur. DWS currently provides new employee and ongoing training. In addition, DWS will implement several
changes. RMTS training will be mandatory annual training for all staff in the RMTS pool, including supervisors.
Furthermore, DWS will train new employees on RMTS during their first week of training on the job and then again at
six months. DWS will also create RMTS training for new employees (training unit) and update the current training
for incumbent staff.

5. DWS management should refrain from encouraging eligibility workers to respond to certain programs if they are
unsure what they are doing.

DWS Response
We concur. The issue will be addressed at the yearly RMTS training (see above response) and with supervisors.

Please note: such a practice violates current department policy.



6. DWS should modify its cost allocation plan for outreach eligibility workers who only determine eligibility for
medical assistance programs.

DWS Response
We concur in principle where individuals are working on only one program.

7. DWS management should encourage eligibility workers to respond as soon as possible after receiving the RMTS
inquiry.

DWS Response

We concur with recommendations a-d. Current policy encourages eligibility workers to respond as soon as possible.
Steps will be taken to ensure employees respond more quickly and more accurately. These mandatory changes,
including activation of each employee’s GroupWise notification and a change of the email title to include an RMTS
notification, will be included in training for all staff in the RMTS pool no later than July 2010. While one day seems to
be a reasonable time frame, other states are moving away from such requirements and DWS needs to better
understand and explore options.

Recommendations — Page 37

1. The Legislature should review the effect of the medical assistance determination consolidation on the state’s
share of eligibility costs at the end of each fiscal year until 2013 to determine if Medicaid eligibility determination
should remain at DWS.

DWS Response

We concur. DWS will report regularly regarding the status of the BES consolidation. Despite growing caseloads, DWS
can demonstrate cost savings and recommends this be a component of our dashboard for the Legislature.

2. The Legislature should determine how to use the $16.1 million that was appropriated for the TANF MOE but will
not be needed.

DWS Response
We disagree. From the onset, DWS informed the LFA of this matter. Further, this statement is incorrect when it
states funding will not be needed. The funding has been and will be used to address caseload growth.

DWS is confronted with fluctuating, challenging economic variables, and needs the ability to effectively manage
caseloads in a cost-effective manner without compromising structural efficiencies and organizational integrity. DWS
appreciates the Legislature’s inherent prerogative to set budgets and appropriate funding. Likewise, DWS hopes the
Legislature recognizes DWS’ commitment to sound budgeting practices, streamlined processes, minimal
administrative cost and optimal service delivery. There was no DWS intent to circumvent Legislative authority.
Rather, we demonstrated due diligence and good faith by communicating immediately with our LFA analyst. It was a
proactive solution, aligned with legislative intent, to meet huge increases in caseload while sustaining internal
reductions and the elimination of 97 FTEs in the Eligibility Services Division.

As part of our LFA/DWS workgroup effort to develop a data reporting tool or dashboard, DWS is committed to
addressing the Legislative Fiscal Analyst’s three core needs:

A) Improved reporting with consistent accounting methods, consistent reporting formats and timely access to
data;

B) Enhanced organizational budget transparency through the ability to track expenditures over time and clear
definitions of indirect administrative costs, direct administrative costs, client services, and direct financial
assistance; and

C) Control of spending or re-directing significant remaining balances or excess appropriations.



3. DWS should report the results of its cost allocation plan quarterly to the Legislature.

DWS Response
We concur. Please note: DWS already meets monthly with the LFA to report costs and coordinate issues.

4. DWS should use current year appropriations to pay for current year expenses instead of relying on previous
year’s surplus.

DWS Response
We concur. DWS has consistently done so.

5. DWS should defer TANF payments as long as possible.

DWS Response
We concur. Given the economic volatility which impacts DWS caseloads and services, DWS strives for reliable and
stable budgetary practices.

Recommendations — Pages 48-49
1. DWS should actively develop partnerships with community organizations that share similar objectives.

DWS Response

We concur. Partnering with community agencies is a key element of the new eligibility business process. DWS
actively pursued coordination with community partners and other agencies in conjunction with the launch of the
online supportive service application in October 2008. DWS'’ goal is to develop access points with community
partners, places that DWS could reach like customers that would possibly benefit from or be eligible for Food
Stamps and other programs. Many of these sites also participate as a Food Stamp Participation Grant site. They can
receive grant monies that will place computer equipment on-site so the customer can apply for supportive services,
such as Food Stamps. DWS currently has 17 active community partner sites across the state and four pending the
signed agreement. DWS, specifically the Eligibility Services Division, will continue in its efforts to partner with
community agencies. Our goal is to double the partnering access sites to 34 by October 2010.

2. DWS should encourage applicants to apply online by doing the following: a-d

DWS Response
We concur. As noted above, DWS currently has 17 active community partners and four others with pending signed
agreements. DWS will reach out to more community partners in the future.

a. DWS will continue to seek out community agencies and access sites with which to partner, but will also actively
pursue those public facilities that have internet access and request they advertise online services offered by the
Department of Workforce Services.

b. The online supportive service application was launched statewide on October 7, 2008. In the one year since
making the 24/7 online application available on the World Wide Web, educating community agencies, educating
customers and improving our online services, the number of customers accessing the online supportive service
application has jumped to 70%.

c/d. DWS will continue to educate community partners about online access to DWS services. DWS will continue to
distribute material that advertises DWS online services, including the online eligibility application, eQuery - my case,
and a payment portal for customer to pay spend-downs and other medical payments. DWS also provides on-site
training to community partners regarding DWS services and how to assist the customer with the online application.
These outreach efforts will continue as currently chartered.



3. DWS management should determine the feasibility of eliminating the following buildings: Emery County, Kanab,
Logan, and South Davis.

DWS Response

We concur. As part of DWS’ Demand Driven initiative, the agency will regularly reassess infrastructure needs and
costs in light of customer-driven solutions and efficiencies. In Logan we have made significant attempts to terminate
or sublease the Golf Course Road office without results. DWS has no intention of renewing that lease at expiration.
Also, the Department has already taken action to reduce the Kanab space to 1,850 square feet. The consolidation of
Roy and South Davis may make sense, but not with each other. The geographic distance is too great and the
Clearfield office, which sits between them, might be a more reasonable point of consolidation.

4. DWS management should consider the feasibility of downsizing the following buildings: Nephi, Panguitch, and
Tooele.

DWS Response

We concur. As part of DWS’ Demand Driven initiative, the agency will regularly reassess infrastructure needs and
costs in light of customer-driven solutions and efficiencies. In light of the Department reorganization, DWS plans to
develop a long-term facility management plan which considers statutory requirements, federal guidelines,
fluctuating demographics, customer service, enhanced technology and improved management systems.

5. DWS should regularly evaluate the need for all buildings.

DWS Response

We concur. DWS began with 106 locations and has reduced its physical presence to 48 facilities, 34 of which are
employment centers. There are only four facilities that DFCM considers regional centers. As part of DWS’ Demand
Driven initiative, the agency will regularly reassess infrastructure needs and costs in light of customer-driven
solutions and efficiencies.

Many of the facilities identified are under review and consideration is being made to reduce space or relocate
several of the facilities. Current reviews are ongoing on the Roy and South Davis offices and the respective leases
were renewed for one year to allow analysis to be made. The Park City lease is in a final year and is being reviewed.
The Beaver, Nephi, and Emery County offices are also under review. The Heber office lease has been re-negotiated
for three years at a reduced rate. The department is negotiating with the Spanish Fork landlord to significantly
reduce the lease cost or reduce the square footage occupied. All of these actions demonstrate the Department’s
ongoing commitment to properly utilize space.

6. DOH should regularly determine which hospitals should be considered disproportionate-share.

DWS Response
DWS has no position on this recommendation.

7. DOH should either determine if all disproportionate-share hospitals should have an out-stationed eligibility
worker or submit an alternate in the State Plan.

DWS Response
DWS has no position on this recommendation.





