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[LR400]

The ACCESSNebraska Special Investigative Committee met at 1:30 p.m. on Thursday,
September 18, 2014, in Room 1113 of the State Capitol, Lincoln, Nebraska, for the
purpose of conducting a public hearing on LR400. Senators present: Annette Dubas,
Chairperson; Sara Howard, Vice Chairperson; Kate Bolz; Sue Crawford; Amanda
McGill; and Jeremy Nordquist. Senators absent: Mike Gloor.

SENATOR DUBAS: Good afternoon and welcome to the Special Investigative, that's a
hard word to say, Committee on ACCESSNebraska, and | thank you for taking the time
to come and share your views and observations with us this afternoon. | guess I'll start
out with a few housekeeping notes, and then we'll get started. But first I'd like to say this
is not a typical hearing like you have during the legislative session. These types of
committees and hearings during the interim is the chance for the Legislature and
senators to gather information about specific issues or a variety of issues and then that
could possibly lead to future legislation. So there's not testimony where you come
forward and testify in support or in opposition or in a neutral capacity. You just come
forward and share the information that you want to share with the committee. We will
still ask that you fill out a testifier sheet, and those are the blue sheets on the table back
by the door. It's important for us to have that information. If the page is here, you can
hand it to the page. Otherwise, just hand it to the clerk when you come up to testify. And
then when you do sit down in the chair to testify ask that you state and spell your name
clearly for the record. Again, this helps our clerk with her duties and the transcribers as
they put together this record. This will...it is a hearing so everything will be transcribed
and recorded. I'll take a moment to introduce the committee members that are with us
today. To my far right is Senator Kate Bolz; we have Senator Amanda McGill; Senator
Sue Crawford. To my immediate right is Anna Eickholt; she is my research analyst but
she is helping out with this committee as well, doing a lot of the research for this
committee work. To my immediate left is Anne Hajek. She is the committee clerk. As |
said, it's her job to make sure that we get an accurate recording of this hearing. And to
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my far left is Senator Jeremy Nordquist. We do have a page who will kind of be coming
in and out. He's doing double duty today, so we appreciate him being with us at the start
of the hearing. His name is Peter Breunig from Wahoo. He is a student at UNL majoring
in business administration so we do thank him for assisting us today. | appreciate that.
Let's see. | would ask that you silence your cell phones. They can tend to interfere with
our recording equipment, so if you could please silence those it won't be disruptive as
people testify as well. Also when you come up to testify, it is just our nature to grab the
microphone and kind of move it around and make sure it's in the right position. And
these microphones are more for recording than they are for amplifying and they are very
sensitive. So as you're moving them around, what it's doing is making a lot of noise into
the recording which makes it difficult as they transcribe it. So if you can try to resist that
urge to move the microphone a lot, it will be helpful for us as well. | think I've taken care
of all of the housekeeping duties. As | said, there's no pro, con, and neutral so it's just
whoever wants to be the first person, the bravest person to come up and testify and
break the ice for us. We open it up to testimony so please feel free to come forward.
You should always have someone invited to come and testify. Thank you. Welcome.
[LR400]

CATHY MARTINEZ: (Exhibit 1) Hi. | guess I'm the bravest. (Laughter) My name is
Cathy Martinez, C-a-t-h-y M-a-r-t-i-n-e-z. I'm from Lincoln, Nebraska. | run the Autism
Family Network and I'm also a day care provider for more than 21 years. | have two
experiences in the last three years that were negative with the ACCESSNebraska call
center. One | would like to report was on behalf of another individual. A woman came to
my day care with her two small children. They had just moved to Lancaster County in
July and so she was receiving assistance in Otoe County, but she got a full-time job
here in Lincoln that paid $2.50 more an hour. So she took it and moved to Lincoln, and
she was transferring all of her caseload to Lancaster County. And she was trying to get
day care set up because she had a full-time job that started July 17. She works 38
hours a week at Super Saver for $9.50 an hour. Her monthly take-home pay is around
$1,300. Her rent is $550 plus gas and electric. And day care costs for two children is
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$1,050 a month. So in order to maintain her employment, she'd have to maintain day
care and she needed to get the Title XX approval. On July 10, she reported her move to
Lincoln to her caseworker in Otoe County. She sent her list of documents that she
needed to send to the call center. And on July 19, she doesn't have, well, she didn't
have access to a computer or Internet so she asked me to e-mail the requested
documents. So | e-mailed those to the e-mail address provided on the
ACCESSNebraska Web site. | didn't receive confirmation of anyone receiving those so
on July 20, which was the deadline to receive those documents, | uploaded those
requested documents to the ACCESSNebraska Web site. On July 30, still had not
received confirmation of anybody receiving the documents from July 19 e-mail or July
20 upload so | called on behalf of the single mother as she knew the wait time would be
significant and she was working and would not be able to make the call from work and
have permission to be on the phone for an hour hold time. When | called, the phone
rang busy for over 35 minutes. When | finally got through, | sat on hold for over 50
minutes. | had to hang up and attend to the children as nap time was finished. So over
an hour and a half | spent on the phone, never speaking to a representative from the
call center. She needed her day care authorization by August 1 as she had been
employed since July 17 but she had Title XX approval through the end of July, but
August 1 nothing had come of her documents. Nobody had contacted her. | e-mailed
the DHHS, there was like an e-mail to ask questions, asking if her documents had been
processed and if she had been assigned a caseworker. Then she was assigned a
caseworker after | asked for Senator McGill's assistance in this, as she was a
constituent in Senator McGill's district as | am also. The caseworker set up a phone
interview for Monday, August 4, at 10:00 a.m. which | provided the document and asked
him to make copies for you. The caseworker never made or was available to receive the
call at the time she said she would call this young woman. The next day a letter was
sent to the young mother telling her that since she missed the phone interview her
application was terminated. | have copies of each of those letters for review. The mother
had taken the entire day Monday off work, losing $75 in pay, in order to take the
one-hour application phone call that never occurred. So again, | asked for Senator
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McGill's assistance because the mother did call the caseworker twice, even though the
letter stated that she would be calling the young mother and said please verify that this
is the correct number that | should call you and she never called and never returned the
calls and then the next day terminated her application saying that the phone interview
didn't happen. So Senator McGill intervened on our behalf and then she received her
Title XX and her food stamp benefits the following day. So | just...in my opinion, if she
didn't have someone advocating on her behalf, she would have had to quit her job; she
would have lost her day care. And | wonder how many people that happens to that don't
have somebody advocating and that is connected with their senator or with other
advocates down here at the State Capitol. And | think it happens frequently. And on my
experience, my son is on the DD waiver. He has severe autism and he was added to
the waiver three years ago. But as a formality process to go through the DD waiver,
even though it's not an income-dependent waiver, we have to apply for Medicaid. And
our Medicaid application was rejected because we made too much money to receive
Medicaid. So | had to call the call center and explain to the person that this was a DD
waiver application and that his application for Medicaid was just a formality through the
DD process. She was unaware of what the DD waiver was, and | had to refer her to the
appropriate people within developmental disabilities division and who she needed to
speak with because she was even unaware that such a waiver existed. And again, |
think that if | was just a person who wasn't an advocate in an agency, | would have
accepted that denial potentially and then my son wouldn't have received the Medicaid
benefit that he's entitled to under the waiver that he's been approved for. | think it's sad
that the call center employees aren't aware of the waivers that they're supposed to be
processing applications for. Any questions? [LR400]

SENATOR DUBAS: Very good. Are there questions for Ms. Martinez? Senator
Nordquist. [LR400]

SENATOR NORDQUIST: Cathy, how long ago was the waiver issue? [LR400]




Transcript Prepared By the Clerk of the Legislature
Transcriber's Office
Rough Dratft

LR400 ACCESSNEBRASKA SPECIAL INVESTIGATIVE COMMITTEE
September 18, 2014

CATHY MARTINEZ: It was in 2011. [LR400]

SENATOR DUBAS: Other questions? Senator McGill. [LR400]

SENATOR McGILL: I just want to thank you for being so awesome and, you know, my
experience with you has been wonderful. And, | mean, it speaks volumes that frequently
when you're having troubles with HHS you start CCing me on things and all of a sudden
there's a change in people's attitudes towards you. [LR400]

CATHY MARTINEZ: Um-hum. Sometimes | feel a little guilty for flooding your inbox, but
it does...when someone sees your e-mail CCed in, things do...it happens. And | don't...I
just think of all...this is serving an impoverished population, and they don't all have
access to the Internet or a computer. And | think it's sad that ACCESSNebraska is not
accessible to people that need it. If you have to apply by phone and the call wait time is
over an hour and you're at work, that's not feasible. [LR400]

SENATOR McGILL: Well, thank you very much for coming and sharing your story.
[LR400]

CATHY MARTINEZ: Thank you. [LR400]

SENATOR DUBAS: Are there other questions? | would have one for you. | would ask
you just to explain to me a little bit more about this. Okay, you're DD but you still have to
call in to the Medicaid site. [LR400]

CATHY MARTINEZ: I'm not sure why | have to. [LR400]

SENATOR DUBAS: Okay. [LR400]

CATHY MARTINEZ: And I've questioned that from the beginning. And | have to reapply
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each year for him even though the DD waiver is a lifetime waiver. So that's a
bureaucratic faux pas if you ask my opinion because he's guaranteed this waiver for life
but yet | have to apply for Medicaid on his behalf every year and explain to someone in
the sheet that this is a lifetime waiver. It's DD. It's not income dependent. [LR400]

SENATOR DUBAS: Okay. So are you having to provide all of your income then? Are
you filling out the app...? [LR400]

CATHY MARTINEZ: We do under one segment of DD because we have to show what
our ability to pay is. But we also have to apply for Medicaid and some years there's a
guestion if it's somebody who's not familiar with the waiver. They will say, well, your
income exceeds it, and then | have to refer them back to the developmental delay
division. And so | spoke with Marla Fischer-Lemke this year just to make sure | was
going to do it without question, and she said just write across that this child is on the DD
waiver and it's not income dependent in the comment section and we had no questions.
But | think it's a waste of time and money that | have to reapply every year when it's
something he's guaranteed for life. | don't know why we have to do it, which I'm okay
with doing it because I'm grateful that he has the program. But on the other hand, | think
it's unnecessary because it's a waste of taxpayers' time and money because there's
mailings going back and forth for something that he's already obtained approval for.
[LR400]

SENATOR DUBAS: So everybody who's on this DD waiver is having to... [LR400]

CATHY MARTINEZ: | assume so. [LR400]

SENATOR DUBAS: Okay, all right. [LR400]

CATHY MARTINEZ: | know we do. [LR400]
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SENATOR DUBAS: We could do some follow up on that too. Well, | guess I, too, would
just like to echo your willingness to advocate on behalf of not only yourself but others
involved. Now you said you're with the Autism Family Network. Is this...is your
network...would you have the capacity to operate as a community partner to help others
who are needing to access ACCESSNebraska? Would you have the capacity to help
people file their applications, make calls? [LR400]

CATHY MARTINEZ: We do all the time. [LR400]

SENATOR DUBAS: You do. [LR400]

CATHY MARTINEZ: | run a day care and | had a young mother applying for DD waiver
for her child who came over the other day during...we schedule it during nap time and
she comes over, or anybody, and | make my...it's a volunteer organization and the
board member is comprised of six parents of children with autism. So we all have
full-time jobs also but we make ourselves accessible to people that need assistance
filling the waiver or we direct them to someone who can help if it's a question we can't
answer. [LR400]

SENATOR DUBAS: Well, | think what you're doing, as well as we had a briefing with
community partners here a couple weeks ago, | think there's a resource out there that
you can provide that could really be helpful not only to the department but to the people
we are trying to serve, just trying to alleviate some of this confusion and access to
computers or understanding the process. A lot of it is just | don't understand the process
and if you have someone who can kind of walk you through it. So thank you for your
willingness to volunteer and... [LR400]

CATHY MARTINEZ: It's my pleasure. [LR400]

SENATOR DUBAS: Any other questions for Ms. Martinez? Thank you so much for
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testifying and being the first one to come up. We have been joined by Senator Sara
Howard. So welcome. [LR400]

LEE CARR: Hello. I'm Lee Carr. C-a-r-r is the last and Lee, L-e-e, the first. | just first
want to thank you guys again. I've talked...this is my third time here. There's a lot of
issues pertaining to ACCESSNebraska. | got a phone call just the other day from a
young girl that she got a letter to recertify on the sixth. It was postmarked the sixth. She
got it the seventh. But the interview was the fifth. They took her food stamps away, had
a nine-month-old baby that needed formula. And Friday she called and called. She
missed work. Finally, when she got through after | think it was two and a half hours on
hold because it was busy to begin with, they said, well, we'll reinstate him but it won't be
until next week. Well, when you have a nine-month-old baby, what do you feed him?
And, you know, she called me. It was someone that we knew and she knew I'd been in
front of you guys. And | made some phone calls and luckily | knew someone in her area,
because she's in a rural area, that actually went out and bought her formula. Didn't have
to but, you know, the state of Nebraska failed her, you know. What's worse, it failed a
nine-month-old baby and, you know, a child that shouldn't be in that position because,
you know, they can't get the paperwork right. Another person...I do a lot of advocating in
my area for people because they've known I've been up here and testified. And I'm not
afraid, | guess, to put my feet in the water and say we need to do something right. She
was on hold for about an hour. She's in a rural area, doesn't have a home phone. She
has a cell phone. She lost ACCESSNebraska three different times because of the cell
tower in rural Nebraska. Each time she was on hold for at least 45 minutes before she
got cut off. | said, well, please come to my house because we've got better reception.
We called...she called and they were kind of giving her the runaround. And she asked if
| could talk to them. | asked for a supervisor. The supervisor hung up on me because |
asked a question and she refused to answer. So we had to turn around and call again to
get the question answered. And according to them, that we're supposed to write down
everybody's name anytime you call so you know who you talked to. Well, when you're
on hold for 45 minutes to an hour to an hour and a half, at that point you don't care
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about a name. You're just...I mean, you're pissed, | mean, just plain and simple. And,
you know, it's hard, you know. I've seen, because of ACCESSNebraska and the way
Medicaid is set up and Medicare and everything, families having to get divorces
because of medical situations. Right now we've chose for my medical care instead of
my mortgage because we cannot get help, you know. So we're losing our home, which
is a family, you know, because we had to choose medical treatment over, you know, a
mortgage. And you know, we will live through it. But | see over and over
ACCESSNebraska failing people. And it's not just, you know, one part; it's a lot of parts.
And you know, I've called the Governor's Office. They won't...he won't take time to talk
to me. I've called Kerry Winterer. | talked to him for about five minutes one day and, you
know, | asked questions and they don't like it because questions need to be answered,
and when no one wants to answer them to me they're hiding something or they're not
doing their job. And I've seen numerous, numerous people lose benefits because of,
you know, either wait times, you know...a girl that I know that had to take off a couple
hours of work because of the hold time. You know, that's...it's costing the state more
money because the less she makes the more the state has to accommodate her. You
know, you guys being here, it's wasting money. You could be...you know, it's a broken
system, horribly broken system. You know, a person shouldn't have to decide, you
know, a mortgage over health or being together, you know, in a marriage. My wife has
lost three jobs because, according to ACCESSNebraska, | am her dependent at this
point and she is responsible for taking me to transportation. We had to alter our living
arrangements, which has affected our kids, so | could get transportation. It's just one
thing after another and it's actually costing the state much more money than helping out
a bit. There's a lot of flaws here. People shouldn't have to struggle and, you know...and
then you put them in a situation they have to help. Being...ACCESSNebraska is not an
easy system to navigate. Go out and have some friends try to navigate that system
on-line for Medicare or Medicaid in assistance. You know, | was an LPN at once. | have
a hard time. | worked for the state for seven years. | have a hard time with it, you know,
navigating it, because of the difficulties. And, you know, to me, | have some technical
skill that | should be able to, but how about the people that don't, the elderly? | mean, |
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know the elderly has a hard time with it. You know, what do we do? You know, we're
leaving elderly hungry, young people going without. I've seen it firsthand all the time:
long wait calls; busy signals. | had busy signals the other day, you know. | called and
ask why. There was times the phone lines were down and you call to ask why and it's
everybody else's fault. It's no one takes responsibility, you know. This is a two-year
process right now that ACCESSNebraska has been, you know, looked into and
problems. You know, this is insane, you know, so. [LR400]

SENATOR DUBAS: Thank you, Mr. Carr. Are there questions? Senator Crawford.
[LR400]

SENATOR CRAWFORD: Thank you, Mr. Carr, for being here. You mentioned that you
had several questions you were asking and having trouble getting answers to those.
Could you give us just some examples of what some of those questions might be so we
might pursue answers to those? [LR400]

LEE CARR: Oh, | don't remember. | called a week ago and | still haven't got a phone
call back. But | has to do with a person got told to go to ResCare to help with
employment opportunities. She gets there and was told that she was not supposed to
be there. Someone on ACCESSNebraska told her to go there. Well, if you're not
working, that gas is very...I mean, it's about a 40-mile round trip for her. And |
asked...you know, that's the reason this manager hung up on me because | says, why
was she sent there? Well, if you don't have the name, we can't do nothing about it. Well,
| said, you know, when you talk to everybody...if I...you know, | have a caseworker. But |
know one individual that's had to call many times because of screw-ups. And | bet you
she would have probably 50 names that she would have talked to. | mean, when you've
been put on hold for so long, that would be the last thing I'd ask for probably. But I've
never got an answer. You know, | said, she was sent up there, you know, how is she
supposed to pay for the gas when someone made a mistake? And I've never got an
answer and | think...if there's a screw-up like that, why does the person in poverty have
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to pay for a worker's, you know...and there's a lot of questions that are asked that these
people--and | don't want to be mean because | know a lot of people are new--but, you
know, if they can't navigate it, how do you expect the person calling to navigate?
[LR400]

SENATOR CRAWFORD: Thank you. That's a good, helpful example... [LR400]

LEE CARR: Yeah. [LR400]

SENATOR CRAWFORD: ...of the kind of cost that people experience when there's a
mistake, and the challenge, right. [LR400]

LEE CARR: Well, cell phone cost is a big thing because some people have pay by the
minute and stuff. [LR400]

SENATOR CRAWFORD: Sure. [LR400]

LEE CARR: If you're on hold for 40 minutes, that's pretty darn pricey. [LR400]

SENATOR DUBAS: Other questions? Senator Bolz. [LR400]

SENATOR BOLZ: Good afternoon. Did | hear you say that you personally have a
dedicated caseworker? [LR400]

LEE CARR: Yes, | do. [LR400]

SENATOR BOLZ: Can you describe how you got that caseworker and what that
process has been like for you? [LR400]

LEE CARR: Well, first of all, the reason | got it, because | testified at the first

11
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ACCESSNebraska with a lot of issues. And with the help of...I'm not sure exactly which
one. | know I talked to Ms. McGill's office and Dubas and Ms. Campbell's office and my
own senator. But, you know, | want you guys aware, I'm not sure who set it up, but the
difference is tremendous. First of all, I have a lot of respect for the lady because she
always finds a lot of these answers for me. If it's not my case then, you know, she can't
answer those because we have to...you know, if it's someone else, they have to go
through ACCESSNebraska. This lady that is my caseworker is very knowledgeable,
great about returning calls to me. She's what we want at HHS, | mean, absolutely what
we want. And | mean, you know, there's some times | might not like what she tells me,
but at least you know what it is. [LR400]

SENATOR BOLZ: And | don't mean to pry, Mr. Carr. But you referenced you have a
medical challenge. [LR400]

LEE CARR: Yes. [LR400]

SENATOR BOLZ: And so this caseworker that you work with, you feel that she has a
depth of knowledge in Medicaid and... [LR400]

LEE CARR: For the...no. All they do is ACCESSNebraska, and all they do is the food
stamps. They...the Medicaid is totally different. A lot of the transportation issues | can
say that the transportation department has been very helpful. Ms. Miller and...Courtney
Miller and Dawn Vosteen has been excellent to us. You know, to me, they were
wonderful people too. One thing | could say, | always get a call back from them and, you
know, but... [LR400]

SENATOR BOLZ: So | just...l want to make sure | understand. You have...do you have
a dedicated caseworker on the economic assistance side? [LR400]

LEE CARR: Yes, yes. [LR400]

12
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SENATOR BOLZ: And then do you have a dedicated caseworker on the Medicaid side?
[LR400]

LEE CARR: Technically, yes, but a lot of the problems that | have is through
transportation because my wife and | have had to separate so | could get help with
transportation because the cost of transportation is more than our income. And every
time she goes back to work, the state says, you have to drive him, because | am her
dependent. [LR400]

SENATOR McGILL: So you got divorced because of this? [LR400]

LEE CARR: Not yet. We're separated. [LR400]

SENATOR McGILL: Okay. [LR400]

LEE CARR: And | know of five people within my community of 1,700 that's had to do
that and it comes right down to transportation. | was going to Omaha almost every day
to the (inaudible) clinic. I've had over 20 surgeries in my life. | just got done with a
surgery at...in February that I'm one of five people that's ever had it. And, you know, the
choice was to stay married and separate and live in separate houses so | could get help
with transportation. [LR400]

SENATOR BOLZ: Well, I'm sorry you've faced all those challenges. [LR400]

LEE CARR: No. | mean, you know what, life brings you, you know, hard times. [LR400]

SENATOR BOLZ: Right. [LR400]

LEE CARR: And I think it makes us stronger as people. But the sad part is it's not

13
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affecting me and her because we still love each other and we can still see each other.
We just can't live together. But our kids are the ones that are affected. And if you look at
the situation, you know, this program was supposed to help families be families and not
destroy them. And thank god my kids are tough. | mean, you know, they've hanged in
there well. They understand the situation. [LR400]

SENATOR BOLZ: And just one last question, just so I'm clear. [LR400]

LEE CARR: Yeah. [LR400]

SENATOR BOLZ: You have a dedicated caseworker on the economic assistance side?
[LR400]

LEE CARR: Yes. [LR400]

SENATOR BOLZ: And does that dedicated caseworker on the economic assistance
side, do you feel that that caseworker is able to communicate with the Medicaid side so
that the dots are connected between what's happening with your health needs and
what's happening with your economic stability needs? [LR400]

LEE CARR: That's tough. I think she tries, but I'm probably the biggest advocate for
myself because, you know, I'm not going to let someone push me around when it comes
to living or dying. | mean that's just...and that's the way | am and that's why there's a lot
of people that have asked me to help them, because I'm not afraid to put it out there.
And it's not easy at times, don't take me wrong, but, you know, it is what it is and the
only way we're going to do it is if we get it changed. [LR400]

SENATOR BOLZ: Okay. Thanks for your thoughts. [LR400]

LEE CARR: Yes. [LR400]

14
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SENATOR DUBAS: Senator Howard. [LR400]

LEE CARR: Yes. [LR400]

SENATOR HOWARD: Thank you, Mr. Carr, for your testimony. | wanted to ask, you
mentioned that you're supposed to write down everyone's name when you talk to them,
is that a rule...is that more of a commonsense rule or is that something that's articulated

by folks at ACCESSNebraska as a reminder to folks who are calling? [LR400]

LEE CARR: That's the first time | saw ever told that, and it was by a supervisor that
hung up on me. [LR400]

SENATOR HOWARD: Okay. [LR400]

LEE CARR: And | asked about why she hung up on me and that was the other question
| asked someone in the head office and for some reason no one will respond back
about that one. [LR400]

SENATOR HOWARD: Okay. Thank you. [LR400]

LEE CARR: So... [LR400]

SENATOR DUBAS: Any other questions? Thank you very much for coming forward and
sharing. [LR400]

LEE CARR: Thank you for taking your time too. [LR400]

SENATOR DUBAS: You bet, you bet. Welcome. [LR400]
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MARY ANGUS: (Exhibit 2) Hi. I'm having passed out a... three-pager which I'm not
going to read because it's got more detall in it. Thank you, Senator Nordquist. [LR400]

SENATOR NORDQUIST: Yep. [LR400]

MARY ANGUS: You've always been an advocate. (Laugh) Just as an example, | have
three pages of an Excel file. [LR400]

SENATOR DUBAS: Can | have you state and spell your name, please? [LR400]

MARY ANGUS: I'm sorry. My name is Mary Angus. Thank you, Senators and Senator
Dubas. It's M-a-r-y A-n-g-u-s. I'm here to describe my experience with
ACCESSNebraska between January and May of this year. | have been on Social
Security disability insurance, SSDI, for many years as a result of bipolar disorder. | deal
with obsessive compulsive features and severe anxiety which has left me emotionally
paralyzed at times, many times. | had a Medicaid review in January. This overwhelmed
me because I'd (inaudible) on the questions. | was notified also that my SNAP food
stamps would also be reviewed. No application was included in that notification. |
managed to complete the work, the material, but the Medicaid app was more daunting
because I'm self-employed. In February, | was told that my Medicaid would end April 1
because | hadn't completed the certification. To remedy that | submitted my bank
statements. | agonized over the details. | had trouble sleeping because | was so
worried. On March 7, | think this might have been the same set of letter notifications, |
was told | had a March 5 phone interview on SNAP. | had to provide all of my
self-employment ledgers for 2013, although I'd already supplied the first and second
quarters, one of them twice. HHS notified Medicare that it would stop paying my
Medicare premiums and my next Social Security check was docked. March 18, | was
told to submit 12 months of ledgers, although | had already provided most of them in
greater detail, some more than once. | worried about that too. After a phone interview
on March 20, | was shocked to learn that all | would get is the Medicare premiums
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covered because my income had changed. As far as | knew, nothing was different. |
wasn't bringing in any more money. | called for clarification. | was first told, there's
nothing in your file. Then | was told that my taxes had been included and inflated my
income. They needed more information. Nothing made sense. HHS also claimed I'd
omitted some income. | stated what it was, included and submitted another bank
statement. | needed someone who understood the Medicaid insurance for workers with
disabilities program. | was ineligible for Medicaid benefits. ACCESSNebraska requested
my 2013 tax forms. | managed not to scream at workers who tried in vain to explain
things. One worker told me my income was too high for the aged and disabled waiver. |
don't meet the nursing home level of care. Didn't matter what my income was, I'm not
eligible for the A&D waiver. | was calling my best friend crying in panic regularly. I finally
called Easter Seals. | got the explanation. This was in May. Workers could have told me
in February that | wasn't eligible had they known the programs. | shouldn't have had to
go through all that emotional turmoil. Workers weren't adequately trained.
ACCESSNebraska has taken a lot out of me. Writing this made me nauseous. |
appreciate the chance to testify in front of you all about program managers not being
trained and the anguish that it's caused me. I'll be wound up for awhile, maybe unable
to sleep tonight, maybe too exhausted to stay awake. Thank you for your time and your
patience and your commitment to people of Nebraska. I'd be happy to answer any
guestions that you may have. [LR400]

SENATOR DUBAS: Thank you, Ms. Angus. Are there questions? So you're applying for
a...this was a different program than what you had been on or applied for in the past?
Am | understanding that? [LR400]

MARY ANGUS: I've been on Medicaid since 1995, | believe. [LR400]
SENATOR DUBAS: Okay, so what you are finding out now was...they made you go

through, submit a lot of documentation for a program that you weren't ultimately going to
be qualified for. [LR400]
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MARY ANGUS: Correct. [LR400]

SENATOR DUBAS: And they could have... [LR400]

MARY ANGUS: And they could not explain why | was no longer eligible. | went through
Easter Seals for a benefit analysis in 2006 when | started self-employment part time. At
that time, the whole process was explained by Easter Seals. However, that's been eight
years and | had forgotten some parts of it. | am extremely knowledgeable about
Medicaid but | had forgotten that piece, especially since there are only about 75 or 80
people on the Medicaid insurance for workers with disabilities program because it is so
difficult to obtain. The way they determine eligibility, it throws most of us off. That's what
happened. After the amount of time that | had been on the Ticket to Work, they started
including my unearned income, my Social Security check, and | was immediately off
of...l failed Part A. My income, | think it was, let's see, more than $672. You've got it in
that paperwork. And so it didn't matter. The Medicaid insurance for workers with
disabilities is supposed to be designed so that you can go back to work and end up
paying a premium to get to Medicaid. But those of us who are more likely to be able to
become employed again for any amount of money are probably somebody that's...was
in the work force longer and was making more money, thus, my Social Security check
was well over $1,000, which meant | would have had to have purchased about $500
worth of insurance in order to keep my medical benefits. Because I'd become more
stable, it wasn't worth the $500 a month for me to keep those benefits. But the biggest
part was they could have told me in February that | didn't have a chance. [LR400]

SENATOR DUBAS: So when you finally called Easter Seals, how soon was it before
they told you... [LR400]

MARY ANGUS: They called me back and gave me the explanation right away, yeah.
[LR400]
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SENATOR DUBAS: Okay. [LR400]

MARY ANGUS: And | have...I have more of that in that...this file that | showed you, the
whole thing, and it's the details. You don't really need to go into the details unless we
were doing a buy-in at a hearing, so. [LR400]

SENATOR DUBAS: So have...do you rely on Easter Seals to help you with any other
programs that you're applying for? [LR400]

MARY ANGUS: No. | have...that was the first time | had contacted them in several
years. [LR400]

SENATOR DUBAS: Do you know... [LR400]

MARY ANGUS: | was just told that they would probably have the answer, although
ACCESSNebraska workers did not. [LR400]

SENATOR DUBAS: Okay. [LR400]

MARY ANGUS: As a matter of fact, | was referred to the Medicaid insurance for workers
with disabilities unit and they were told that they had contacted Social Security and they
had been told that | was off the Ticket to Work and was ineligible for the Medicaid
insurance for workers with disabilities. However, Social Security doesn't make any
determinations about that state program. They couldn't tell me. | mean when they told
me I...well, you're not eligible for the A&D waiver because you make too much money,
which made no sense. And after they'd cut me off of benefits, they asked for my 2013
taxes. | sent them everything they asked for and some of it two and three times. And
when | called and was told there was nothing in my file, | went, oh, my god, I've been on
Medicaid for close to 20 years and there's nothing in my file? They didn't have access to
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anything--which is interesting because it's ACCESSNebraska. [LR400]

SENATOR DUBAS: You also talk about qualifying for SNAP benefits even though
they're minimal. Has...did you have any problems with that application? Did that get
processed in a timely fashion? Are you... [LR400]

MARY ANGUS: Well, on that, it was a little different issue for me. My aunt was living
with me at the time, she's 87 years old, and together our income was too high to benefit
from SNAP. And when | had them separated, which | don't think they would have said
let's separate it and see what happens, but then | was able to qualify for $15 a month.
Now in what | gave you | noticed that | was saying in my testimony at that time, well, |
don't get very much and it hasn't been for very long. | have not used food stamps most
of those 20 years, as a matter of fact, until very recently. And | found myself in the
absurd position of trying to explain that | was ashamed of being on benefits and it hadn't
been very long and | really wasn't taking too much money, but...and | was surprised
when | find myself including that in my testimony. [LR400]

SENATOR DUBAS: Well, I'm sorry you feel like you need to apologize because you
certainly don't need to apologize. [LR400]

MARY ANGUS: Thank you. [LR400]

SENATOR DUBAS: That's what these programs are here for. And, you know, and |
firmly believe, as I've had the opportunity to visit with workers, that they want to help you
as well. There's just a lot of... [LR400]

MARY ANGUS: I've found no one that was not courteous. | did have one experience
where they called me for something and when | asked if | could do the interview then
they said, no, please call back, because I'm on a toll number, | have to pay long
distance if | talk to you when | call you. | wasn't sure how to handle that. [LR400]
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SENATOR DUBAS: They called you? [LR400]

MARY ANGUS: Yeah. | can't remember what it was about, but | asked if | could...
[LR400]

SENATOR DUBAS: Okay, and so they were saying that it was a long-distance charge,
and so... [LR400]

MARY ANGUS: Yeah, call me back on the ACCESSNebraska number. [LR400]

SENATOR DUBAS: Okay. All right. I'll do some follow up on that to get some
clarification. [LR400]

MARY ANGUS: It was...I'm just...it's been interesting. Back to the SNAP, my main
problem was, first off, when | was notified, there was no paper application. | was told to
get on the Internet and apply through...you know, put it in through ACCESSNebraska.
Now I'm very good at using the Internet. If | didn't have it at home, | really would have
been upset about having to provide that private data and going to, you know, a library or
a friend's house. But anyway, on that they ask for the information on a second person in
the household. Well, when | get into my "what does that mean, what does that mean,
what does that mean" state, it can really throw me off. But household wasn't defined.
Does household mean somebody else that lives in the same house? Does it mean
somebody for whom you or they have financial responsibility for the other? Does it...am
| going to get thrown off all my benefits because of my aunt's income? | think | finally got
a worker that said, don't worry about that, it's not going to throw you off, and I just didn't
put her income in because it was all immaterial. | have no financial connection. So that
was the main problem. It wasn't clearly defined. Maybe somebody else would have said,
oh, okay, fine. But if you look at this Excel file, you will find that | was, like, really trying
to keep track of what was said and who said it. As a matter of fact, | did actually tape
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record one of the interviews that | had at the...towards the end. And like | said, the
workers have been very courteous and as helpful as they could, but it was clear to me
that they had no idea, especially about Medicaid buy-in, but... [LR400]

SENATOR DUBAS: Would you like to have that Excel sheet shared with the
committee? We can make copies. [LR400]

MARY ANGUS: That's fine, if they'd like it. That's fine. I've got it on computer at home. |
don't need the original. [LR400]

SENATOR DUBAS: Okay, we can enter that into the record as well, so I'll make sure
that we get copies and get that back to you before... [LR400]

MARY ANGUS: Thank you. It might not make as much sense to you and if
they...anybody has a question, they can call me, but... [LR400]

SENATOR DUBAS: We have your name and number and we can call you if we want
some clarification. [LR400]

MARY ANGUS: Yeah, you do. You've got my number. [LR400]

SENATOR DUBAS: But | know that it's not easy for you to come forward and share your
story and the challenges that you face publicly, but | just want to tell you how much we
need to hear from people such as yourself because we can't even begin to address the
challenges. [LR400]

MARY ANGUS: Thank you. And what I'm talking about is not just applying to people
with disabilities or mental health issues. This stuff just drives people up the wall--notice |
didn't say crazy--drives people up the wall and many...like | said, | know a lot about
Medicaid. If I had gotten that first one and said | was ineligible, | would have said, okay,
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| guess I'm going to do without. But I just...l insisted upon doing so. And as a matter of
fact, | was...I worked with another person who's in the room, who may or may not want
to testify and is probably killing me for saying this, to get my aunt eligible for Medicaid
so that she could go into assisted living and a program for all-inclusive care which she
just carefully, definitely needed with her age, her arthritis, a heart condition, and anxiety
disorder and the fact that she and | were going to tear each other's hair out because we
weren't doing very well together. Like | said, it's just not exclusive to those of us with a
mental illness and who have become so anxious. | have been stable for many years
now, probably ten, maybe eight. Otherwise this would have put me in the hospital, and
I'm not kidding. I've been hospitalized about two dozen times prior to that day. It would
have put me in the hospital. [LR400]

SENATOR DUBAS: Well, again, | really thank you for coming forward and helping us
get a better grip about what's going on with the program. Are there any other questions?

Seeing none. [LR400]

MARY ANGUS: I've filled you in on more than most of you ever wanted to know.
[LR400]

SENATOR DUBAS: And I'll make sure we get...we'll get copies of that made and then...
[LR400]

MARY ANGUS: | don't need the original back, so. [LR400]

SENATOR DUBAS: You don't need it back. All right. I'll make sure it gets entered into
the record then. [LR400]

MARY ANGUS: Thank you. [LR400]

SENATOR DUBAS: We also have a page: Senator Jeremy Nordquist as page today.
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(Laughter) [LR400]

SENATOR NORDQUIST: It's a pay increase. [LR400]

SENATOR McGILL: Yes. The man on the committee. (Laugh) [LR400]

SENATOR DUBAS: Welcome. [LR400]

TAMMY WARD: (Exhibit 3) Thank you. Thank you. Good afternoon, Senator Dubas and
members of the committee. My name is Tammy Ward, W-a-r-d. I'm the director of
mission development and advocacy here at Tabitha in Lincoln, and we really appreciate
the opportunity to be here today. For those of you that don't know, Tabitha is a
nonprofit, faith-based elder healthcare provider in 28 southeast Nebraska counties. Our
main campus is located here in Lincoln. We're honored to be part of the Aging Task
Force--thank you, Senator Bolz and others that made that possible. And it was recently
through discussion at a recent roundtable meeting of the task force that the subject of
ACCESSNebraska came up and how some recent changes have affected Tabitha and
those we serve through specifically Meals on Wheels in the Lincoln community, and
that's what we'd like to talk about today. So we hope you find it interesting and useful to
know some of the following information on how some of these changes have specifically
affected the Meals on Wheels program services here at Tabitha in Lincoln, a service
that we offer seven days a week, 52 weeks of the year. So here's a recap of sort of
what's going on for us at Tabitha. As you know, late last year it was announced by HHS
that the application and authorizing process for the economic assistance programs was
changing. That encompasses Meals on Wheels because meals are involved, so that
was changing. Our clients are now authorized for only six months at a time, so this
means they would now need to apply two times a year; and this also means if the client
is qualified for Medicaid, now they complete three applications every year for eligibility.
As you also know, many elderly clients, and we've already heard today and, in addition,
the population that we serve at Tabitha, are simply not able to navigate the complexity
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of ACCESSNebraska without some help. So the clients, we believe, when they
reapply...they believe when they reapply for Medicaid and they're renewed, they often
think that they're also renewed for their meals for Meals on Wheels. But what they often
don't realize that that's not the case, that now they have a separate application to fill out.
At Tabitha, we serve approximately 500 meals through Meals on Wheels every single
day. And of those, approximately 250 people, 250 of our clients are eligible for Medicaid
or economic assistance. We have approximately 39 different routes every day at noon,
and we rely on two volunteers for each route. So in a month's time, we rely on
approximately 80 trained volunteers to deliver meals and perform safety checks.
Historically, Tabitha has operated at a loss of about $30,000 every year for its Meals on
Wheels program in order to serve our clients. Since 2011, Tabitha has experienced a
doubling of that amount; or to date, that's closer to $60,000 every year. We continue to
serve those clients meals while waiting for the authorization and approval, which can
sometimes, again, as we've heard already today, take as long as 45 days for approval
because at Tabitha we believe in assuring their nutrition and their safety checks every
day go on and continue on a regular basis, again, for this special population that we
serve. More often than not, this is the only nutritional meal and the only visit these
people get. It's our safety check that we provide to these clients each day of the week.
Another change to ACCESSNebraska has been the requirement of a signed release of
information form that DHHS needs us to return with our clients' signature. Due to the
change in additional administrative requirements, Tabitha has now implemented
systems and strategies to audit our authorizations for accuracy, which has recently
included the addition of a new case aide position or another staff person at Tabitha just
to do this work. This person is dedicated to auditing the authorizations, assuring we get
release of information forms signed and returned to HHS, and we also call all of these
clients to remind them that their authorization will expire soon and offer assistance in
reapplying, again, because of the difficulties that they have. Tabitha values its Meals on
Wheels programs as one of its strongest missions in our Lincoln community. Seventy
percent of those clients who pay for their meal cannot afford the entire $5.75 that that
meal costs every day. We rely greatly on the generosity of the Lincoln community to
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support this program through volunteers who deliver Meals on Wheels every single day,
as well as people and corporations who donate to help this work. Senator Bolz is a
regular volunteer for Meals on Wheels. She delivers | don't know how often, but often,
SO we certainly appreciate your support and service, Senator Bolz. We'd encourage
others, if you have not done so, we always are looking for great volunteers. (Laughter)
Okay, that was an unfair commercial, wasn't it? That was not in the script. | always do
that. Tabitha would hope for future changes to help streamline the eligibility and
authorization process to help make meal delivery and safety checks easier for this
important population, rather than more difficult. We'd also hope for program
administrative staff expenses to become more manageable and less cumbersome and
certainly less expensive. Thank you for the opportunity again to be here today. I'm glad
to answer any questions you may have. [LR400]

SENATOR DUBAS: Thank you very much. Are there questions? Senator Howard.
[LR400]

SENATOR HOWARD: Thank you, Senator Dubas. Thank you for your testimony. I'm
curious about the release of information form. When did they start requiring that?
[LR400]

TAMMY WARD: Last year is my understanding, yep. [LR400]

SENATOR HOWARD: Okay. And then prior to that time, were you using a release of
information that was sort of homemade? Were you using just a regular release?

[LR400]

TAMMY WARD: We would have records, is my understanding, of the clients that we
served in our system but not... [LR400]

SENATOR HOWARD: Okay. [LR400]
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TAMMY WARD: We didn't use it as a release, per se, and...did you have more to the
guestion? [LR400]

SENATOR HOWARD: Well, it was more. Are you using the DHHS standardized form
now? [LR400]

TAMMY WARD: Yes, we are. We are. Currently, they require us to do that, and what |
learned this morning as | talked to the hands-on people that do the data entry for this
form is our encryption system at Tabitha, which is large because we're a large
organization, is not compatible with that we have to use for HHS. So we're having to
reenter all of this information, which is very cumbersome. We're glad to do it. We have
to adhere. But what it's meant is part of this administrative cost burden and another
reason why at Tabitha we've had to hire another full-time person just to start this whole
process over in order to comply. [LR400]

SENATOR HOWARD: And then do you find that the release form is what we would
consider patient friendly or client friendly? Is it easy for them to understand what they're
signing away? [LR400]

TAMMY WARD: With this population, not so much. It's not that easy. And for Tabitha's
purposes, it's not necessarily friendly for what we use. Meals on Wheels at Tabitha is
seven days a week. That's unlike a lot of Meals on Wheels programs in the state are
typically five days a week. That form is only for five. So everybody we serve, which is
typically seven days, once in awhile we'll serve someone maybe two or three meals a
week depending on their needs, maybe they're rehabbing instead of just needing that
nutritional meal, so every time we have someone that's seven days a week, which is the
majority, we have to work with HHS to change that form on the phone. So we go
through the process on...and wait and wait and wait on behalf of our clients who can't
manage the system in order just to change it so that we can give them a meal seven
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days a week. [LR400]

SENATOR HOWARD: And then how long do those releases last for? [LR400]
TAMMY WARD: | believe it's annually, and I'd really need to check, but... [LR400]
SENATOR HOWARD: Okay. Thank you. [LR400]

TAMMY WARD: ...because they do expire. [LR400]

SENATOR HOWARD: Right. [LR400]

TAMMY WARD: And so we try to stay ahead of it for our client... [LR400]

SENATOR HOWARD: Okay. [LR400]

TAMMY WARD: ...because we've had people that didn't...and we weren't...as the
system was changing, we were still trying to stay ahead of the changes. And so people
have gone without meals because those forms were not filled out. So at Tabitha,
because it's part of our mission, we try to stay ahead of that so people don't go without
their meal and without their safety check. So | think it's a year, but I'd have to check.
[LR400]

SENATOR HOWARD: Okay. Thank you. Thank you. [LR400]

SENATOR DUBAS: Other questions? Senator Bolz. [LR400]

SENATOR BOLZ: Thanks for coming this afternoon. | don't want to put words in your

mouth, but for the record I just...I want to pull through what | hear you recommending. |
mean, it sounds to me as though streamlining paperwork, decreasing the number of
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times a year someone needs to fill out those recertification forms, for example, that
would be helpful to you. Is that right? [LR400]

TAMMY WARD: Correct. That's right. Absolutely, um-hum. [LR400]

SENATOR BOLZ: And it sounds to me as though the relationship between Medicaid
and economic assistance, in terms of sharing information when a client communicates
with one side, could we improve the way that that person is able to engage with the
system and communicate with the other side as well? Is that what you're... [LR400]

TAMMY WARD: That's also correct. [LR400]

SENATOR BOLZ: Okay. [LR400]

TAMMY WARD: Could | expand on that when you're ready? [LR400]

SENATOR BOLZ: Please, please. [LR400]

TAMMY WARD: Is this a good...I'm glad you really brought that up because | was told
this morning what often happens at Tabitha is they're approved, our client is approved
on the economic assistance end, but it doesn't coincide with the Medicaid authorization.
So we have meals expiring at a different time than their physician visits are expiring,
and so it's not consistent, and so then the form is expiring. And so we have Mabel at
home who can't see, can't eat, has no family, can't go to the doctor, isn't getting a meal,
until nothing that we can do at Tabitha...because we're on the phone with HHS for a
long, long time, there's no way to help Mabel and all of a sudden she has no food and
can't get to the doctor and have it paid for. And so we struggle as a big organization
almost as much as that person. So it would be very helpful to have those caseworkers
talk to each other, like someone asked just a little bit ago, because it doesn't coincide.
[LR400]
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SENATOR BOLZ: Very good. | think that's good clarity. And the third thing I'm hearing
you asking for is a stronger partnership with the Department of Health and Human
Services and that...I don't want to put words in your mouth, but that may be just greater
partnership or communication or access to information or having assistance with your
technology systems that can figure out how to talk to each other. [LR400]

TAMMY WARD: Yeah. [LR400]

SENATOR BOLZ: But it may also mean, and | don't want to put words in your mouth,
but it may also mean some sort of financial relationship. Could you just expand on what
would be helpful in terms of that partnership? [LR400]

TAMMY WARD: | would be happy to. Tabitha does have a seat at the table. |
was...when | met with, again, the frontline people that are so responsible for the
administrative portion of this with ongoing conference calls with certain folks at HHS that
set up the changes, which has been absolutely helpful, but when our systems and our
technology doesn't work with one another, that leads to the administrative costs. Now
Tabitha, our mission states...we do this at a loss because that's part of our mission
statement. But | can't imagine if Tabitha struggles so and we're so large...our other
business lines support programs like Meals on Wheels because that's what we do
because we have hospice, we have assisted living, we have a wonderful continuum.
Now | get all passionate what the rest of us what...that we can do. But for the average
person, the people that we've heard about today that can't have the other support of the
person reminding them that they need to get their authorization form filled out again...so
the financial component we can support with other business lines at Tabitha. But for the
average person, the average consumer, that's not there. So we would always welcome
more communication. We're fortunate to have the relationships that we do with HHS
that have been long term. Staff at Tabitha has been there long term, certainly longer
than I, as most of you know. But any of that would help our business lines, certainly
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Meals on Wheels, that we can operate without volunteers, without other business lines.
So that's a really long answer, but... [LR400]

SENATOR BOLZ: It's very helpful. Thank you. [LR400]

TAMMY WARD: Thank you, Senator. [LR400]

SENATOR DUBAS: Senator Crawford. [LR400]

SENATOR CRAWFORD: Thank you, and thank you for your testimony. I'm trying to
understand in my mind the release form. So what is being released and how does that
fit in with the Meals on Wheels program? [LR400]

TAMMY WARD: It's my understanding, and others may have a better understanding,
that's sort of a privacy thing. So if I'm being served Meals on Wheels, it's a release form
that | would sign that allows Tabitha to come and bring me a meal every day at noon
and do the safety check. And it's required by HHS and it's also my understanding that
this release form, if there are changes to be made to my services, that if I'm a Tabitha
continuing navigator, that unless that form is signed and sitting in the HHS files, | can't
call. | can't...Tammy Ward cannot call on behalf of Mabel unless that's signed and in the
file, even to make the changes from five days a week for meals to seven days a week.
That's the kind of the release form that we're experiencing, Senator. [LR400]

SENATOR CRAWFORD: So is it also the case then, if you have a release form from
Mabel, that you're able to call ACCESSNebraska on her behalf for other questions,
other services? [LR400]

TAMMY WARD: Sometimes, depending on what those services may be. What I'm being
told by other Tabitha staff is not...it doesn't work that way and it's very frustrating mostly
for the...our client because we can't make those changes like we used to be and we
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can't advocate like we used to be able to do for our clients because of this release form.
[LR400]

SENATOR CRAWFORD: Now is that because, in addition to providing meals, you're
doing the safety check? Or is it the form is required to provide a meal? [LR400]

TAMMY WARD: | think both and | think HHS would be better qualified to answer that
than | would, but that's... [LR400]

SENATOR CRAWFORD: Okay. Sure. I'm just kind of...yeah. [LR400]

TAMMY WARD: Yeah, but | think so. I think both. | mean it's a big deal and often these,
as you know, these clients don't have families. Often they do, but they're working
families and often it's not that population that's at risk. Sometimes it is people that are
rehabbing that, you know, can't cook yet, again, and so there are good reasons certainly
for the form. You know, if it were my loved ones on rehabbing, I'd certainly kind of
probably want to know who's at the door every day with my mom and dad. So there's
certainly a good reason for them. It's just been really cumbersome and really slowed
down what was already a pretty big of a monster project when you work with volunteers
in a city this large. And now comes this form for people that have a hard time coming to
the door. And now they're expiring and you're trying to stay ahead of this all the time, so
we'd like to make our, number one, make our computer systems compatible somehow.
But | digress. [LR400]

SENATOR CRAWFORD: Okay. Thank you. [LR400]

SENATOR DUBAS: Other questions? This may be out of your area of expertise or
understanding, but it...| had received a lot of calls early on with ACCESSNebraska from
nursing homes who are very, very frustrated with, you know, I'm trying to help one of my
residents but | can't get through this, that, and the other thing. Well, I've been told
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recently that on the Medicaid side of the call center there is now some dedicated people
or phone lines or whatever that are specifically for nursing homes to use so that they
can talk about all of their residents or get answers for all of their residents. Is that...are
you familiar with that? [LR400]

TAMMY WARD: I'm not but I'm certainly...I think people at Tabitha would be. [LR400]

SENATOR DUBAS: Okay. [LR400]

TAMMY WARD: And | would be glad to find that out, Senator, and let you know.
[LR400]

SENATOR DUBAS: Yes, that would be helpful just to see. [LR400]

TAMMY WARD: Yes. [LR400]

SENATOR DUBAS: | mean, in touring one of the call centers, | was understanding that
that's working pretty good... [LR400]

TAMMY WARD: Good, good. [LR400]

SENATOR DUBAS.: ...that that's been helpful for those administrators... [LR400]

TAMMY WARD: Good. [LR400]

SENATOR DUBAS: ...and those people in the nursing homes to be able to call in and
ask guestions on all of their residents. [LR400]

TAMMY WARD: Sure. [LR400]
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SENATOR DUBAS: And | would imagine there has to be release... [LR400]

TAMMY WARD: Yep. [LR400]

SENATOR DUBAS.: ...forms signed with that. [LR400]

TAMMY WARD: Absolutely. [LR400]

SENATOR DUBAS: And that's...we all understand the reason for that. [LR400]

TAMMY WARD: Right. [LR400]

SENATOR DUBAS: But I'm just wondering if that isn't some kind of a model that we
could use on the economic assistance side as well for... [LR400]

TAMMY WARD: That would be nice. [LR400]

SENATOR DUBAS: ...for people who are dealing with the elderly or, you know, or we
have the nursing homes where they have more than one person they're advocating on
behalf of. So if you could just... [LR400]

TAMMY WARD: | will. [LR400]

SENATOR DUBAS: ...get me some information about that, that would be helpful.
[LR400]

TAMMY WARD: | would be glad to and get back to you. [LR400]

SENATOR DUBAS: Thank you. [LR400]
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TAMMY WARD: Absolutely. [LR400]

SENATOR DUBAS: Senator Crawford. [LR400]

SENATOR CRAWFORD: Thanks. | do have another question. In your testimony you
indicate that the...you're operating at a loss now of $60,000 a year. [LR400]

TAMMY WARD: Um-hum, um-hum. [LR400]

SENATOR CRAWFORD: It used to be $30,000 a year. [LR400]

TAMMY WARD: Um-hum. [LR400]

SENATOR CRAWFORD: Now is that in...is that increase, that $30,000 increase, does
that include paying for this new caseworker or is that... [LR400]

TAMMY WARD: That's... [LR400]

SENATOR CRAWFORD: ...in addition to paying for the new caseworker? [LR400]

TAMMY WARD: In addition to the caseworker. That's separate from... [LR400]

SENATOR CRAWFORD: So what...okay, so what...how would you explain what those
added costs are? [LR400]

TAMMY WARD: In part, the numbers in Meals on Wheels has grown so significantly in
those number of years since 2011 because now it's over...just over 500 meals every
week. That has almost doubled in itself. And the $5.75 per meal is actually not even our
food cost, | was told this morning. So it's food cost as well. It's just a...I mean, with the
way the economy was a few years ago, and so it's a number of increase mostly on
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Meals on Wheels. [LR400]

SENATOR CRAWFORD: Okay, so the number of people you're serving, the cost of
food versus what you reimbursed. [LR400]

TAMMY WARD: Yes. Right. [LR400]

SENATOR CRAWFORD: What portion of that do you think is waiting for authorization?
Has that been a part of that cost increase as well? [LR400]

TAMMY WARD: | don't know that answer. | can tell you we go ahead...we do serve. We
don't wait for the authorization just because that's part of our mission and I'm sure that
those that do the, again, the frontline work that that's appropriate and that is okay to do
that because we have had people fall through the cracks since the authorization started,
but we do go ahead and serve them that meal and that safety check. [LR400]

SENATOR CRAWFORD: Thank you. [LR400]

TAMMY WARD: So we wouldn't have that number. Does that answer your question?
[LR400]

SENATOR CRAWFORD: Thank you. Yes. [LR400]

TAMMY WARD: Okay. [LR400]

SENATOR CRAWFORD: Thank you. [LR400]

TAMMY WARD: Good. [LR400]

SENATOR DUBAS: Any other questions? Thank you very much, Tammy. [LR400]
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TAMMY WARD: All right. Thank you very much. [LR400]

SENATOR DUBAS: Welcome. [LR400]

KIM BAINBRIDGE: (Exhibit 4) Thank you. Good afternoon, Senators. Thank you for
hearing me today. My name is Kim, K-i-m, and my last name is Bainbridge,
B-a-i-n-b-r-i-d-g-e. I'm here to testify about ACCESSNebraska today. | have a
25-year-old son with Down syndrome who is on Medicaid, is required to be on Medicaid
in order to receive services from DHHS, which includes day services. We're still waiting
for residential services from DHHS. | asked for residential services--1 realize this is not
part of ACCESSNebraska--clear back in 2010 and there are still 600 individuals ahead
of my son waiting to get residential services. In 2013, | had over an eight-month ordeal
with Medicaid and ACCESSNebraska. It's like the same song, 15th verse, from all of the
other people who have testified. | was notified on July 31 that | had a phone meeting on
August 2, so at least | received notice, you know, two days beforehand. | do work. | had
actually, prior to getting that notice, taken the day off to go see my mother, who was
actually in the process of dying, and | had taken the day off to go up and see her. When
| called, | was supposed to call them at 9:30 in the morning, it took me 12 times to get
through. | had a busy signal for 12 times, then | was on hold for 57 minutes. | finally
hung up because | was at the nursing home in northeast Nebraska at my mom's and |
decided | wasn't going to sit on the phone for any longer. The next day, Medicaid sent
me a notice saying that my son's Medicaid services were going to be revoked because |
did not keep my meeting even though | tried for two and a half hours to get through to
the 800 phone number. And at that point | had been already fighting with them for eight
months and | e-mailed Senator Campbell. And | had sent 25-plus pages of
documentation to Medicaid and she was able to finally get me a phone call. But the
other reason that | am here: I'm a college graduate, I'm a CPA, I'm a former auditor for
Pricewaterhouse in Chicago, lllinois, | have been the corporate controller of a
manufacturing company of $150 million in sales, and | cannot figure out
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ACCESSNebraska. | cannot figure it out on the Internet. | cannot get through on it. |
can't do anything with it, and | feel I'm a very analytically trained person, and | cannot
understand it. I'm a Tasmanian devil when it comes to services for my son Justin. | have
been advocating for 25 years. | have attended every meeting that the (inaudible) PTI in
Omaha provides to train parents, since he was little, to try to learn about Medicaid,
Social Security, the services that my son has a right to. And I'm still ill informed about
many of the things. Like | said, | try my best. You know, | also work for an employer that
will allow me to do these interviews during the day. | have to make the time up. | come
in early. | stay late. You know, wonder if you're not that person, and so | just have some
qguestions, | guess, for all of you, knowing my background. | just said, wonder if you're a
nurse or you're a teacher or you're a manufacturing worker and you can't do the phone
interview that ACCESSNebraska has set up for you and hasn't asked if it's a convenient
time. We've heard the testimony of how many people have to take the whole day off of
work to do a half-hour interview that is not at a convenient time for them. Wonder if you
can't sit on hold for 57 minutes on your cell phone like | did. Wonder if you can't really
afford to use up all your minutes on your cell phone and sit on hold for that long.
Wonder if English isn't your first language and you can't understand any of the forms on
the Internet. We've already heard the testimony. Wonder if you don't have Internet
access. Wonder if you don't know any advocacy groups to help you. How I finally got
Senator Campbell's name to directly e-mail was through the Munroe-Meyer Institute in
Omabha, Nebraska. | was calling up everyone | knew in Omaha, saying, how do | get this
resolved? This was not my fault that | did not keep this phone interview. | tried for two
and a half hours to get through and they automatically were done, and I'd been fighting
with them for eight months. And | knew | was right. | absolutely knew | was right. |
had...because | am a CPA and an accountant, | had went on DHHS's and Medicaid's,
on their Web sites, and | had looked up the regs. | know how to read tax regs. | went up
and | found the specific regs that said they could not take my son off of Medicaid. So |
was very knowledgeable and | knew | could win. But how can you win if you can't get
anybody to answer the phone and listen to you? And | also had sent so much
documentation in. | had documentation from Social Security, from everyone proving that

38



Transcript Prepared By the Clerk of the Legislature
Transcriber's Office
Rough Dratft

LR400 ACCESSNEBRASKA SPECIAL INVESTIGATIVE COMMITTEE
September 18, 2014

| was right. You know, wonder if you give up. | tried 12 times for an hour and a half to
get through. | kept calling the number. Wonder if you give up. Again, wonder if you're a
schoolteacher. Usually, the only downtime they have is maybe when their students are
at P.E. or music and you've got a half-hour window to try to make a phone call. Wonder
if you're a manufacturing worker. Your boss isn't going to let you off the manufacturing
line. This is not ACCESSNebraska. It is inaccessible Nebraska. | call up all my friends. |
have a tight group of friends. Initially, when | applied for Medicaid Nebraska...there is a
group of us who our children have been friends since youth and they're also CPAs, both
the mom and the dad. | couldn't figure out the Medicaid forms. That's when you could
still do it manually. | had to call both of them up. And here we are, all CPAs, and none of
us can figure out these forms, and it's gotten worse since ACCESSNebraska. | just ask
you as a parent to think about all of the people. | firmly believe that ACCESSNebraska
only exists to deny people services. | firmly believe that. | will say that to anyone. The
whole point is to make people so frustrated. And you talk about sleepless nights. | have
never been so angry about all this when | knew | was right and | had the regs in front of
me. And you just have to keep battling and most people give up and it should not be
that way. We're hurting ourselves because, you know, it's just...it is unacceptable. So
thank you for letting me testify today. If you have any other questions, please let me
know. [LR400]

SENATOR DUBAS: Do we have questions for Ms. Bainbridge? | would ask, did your
son suffer any lapse in services? [LR400]

KIM BAINBRIDGE: He did not, because I finally contacted Senator Campbell. It was
unbelievable. | got a phone call the next day and now | do have a dedicated
caseworker. | was audited again this year because they were trying to take my son off
because he was temporarily over the $2,000 limit. So | was audited again this year, and
then | had a question. And | didn't have my dedicated caseworkers. My experience this
year with ACCESSNebraska, | had a question and | thought, okay, I'll call the 800
number. I'd been reading in the World-Herald that, you know, things are getting a little
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better. Well, | called. First it was busy. Then | called and since | was calling from an
Omaha number | was told | had to call the Omaha number and it just cut me off. So
finally, | just waited until | went home and | got my dedicated caseworker's number. And
| only feel that | have that because | not only wrote Senator Campbell, | wrote
everybody. | wrote the entire...I wrote my own senator. | wrote Governor Heineman. |
was on a rampage. | spent a lot of money on postage mailing all my documents. | had
all my cell phone records that | e-mailed everybody, too, because | had to prove how
long | was on hold and how many times | tried calling ACCESSNebraska because that's
the accountant in me. You want detail, I'll give you detail. | sent the 25 pages of
documentation that I'd sent to Medicaid proving that | was right. And once the
caseworker finally called me, she agreed immediately | was right. But | spent eight
months trying to prove that | was right. But most of that time during the eight months
you never get to talk to anybody. [LR400]

SENATOR DUBAS: Does your son qualify for any benefits on the economic assistance
side? [LR400]

KIM BAINBRIDGE: He does not. [LR400]

SENATOR DUBAS: Okay, so you're strictly Medicaid. [LR400]

KIM BAINBRIDGE: Yeah, strictly Medicaid. My only other beef is the waiting list, which
he has been on since he was born because, you know, when you have Down syndrome
it's obviously an identifiable disability from birth, identified at birth, and as of April...I'd
asked for services in June of 2010 and there's still 600 adults ahead of him. And this is
horrible, but the only way my son is going to get residential services is, I'm sorry to say
this, but 600 people have to die because that's the only way anyone's getting new
residential services. Someone has to die, and that's a pretty sad state of affairs in our
state. [LR400]
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SENATOR DUBAS: Itis. It very much is. You said this ordeal started in 2013. What...
[LR400]

KIM BAINBRIDGE: Yes, it started in January. [LR400]

SENATOR DUBAS: January, okay. [LR400]

KIM BAINBRIDGE: And it was finally resolved in August then. And what it was over is
my ex-husband went on...he was declared disabled for Social Security purposes. So my
son went from SSI to SSDI, and there was a retroactive payment that put my son over
the $2,000 limit, but Nebraska regs say that | had six months to spend that. And | can
also tell you that a person from Medicaid, because you know we can't save any of that
money for future use for our children, | was told by a person on Medicaid to go out and
buy my son a 60-inch TV and the most expensive game system | could find to get him
back below the $2,000 limit, which is also a very sad state of affairs because | would
have loved to have been able to save some of that back payment for my son's future
use. But as you guys all know, he cannot have more than $2,000 in assets to qualify for
Medicaid, and he has to have Medicaid in order to get day service and residential help
through DHHS. So you're just like that little hamster on the wheel, running round and
round, trying to obey all of the rules. That was what started the whole deal, because |
went over the $2,000 limit. But they had to give me six months to spend it and they
didn't. [LR400]

SENATOR DUBAS: Okay, so in October of last year is when we had the split of the two
systems, Medicaid to economic assistance. [LR400]

KIM BAINBRIDGE: Uh-huh. [LR400]

SENATOR DUBAS: Have you had any experience with the Medicaid side since that
split? [LR400]
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KIM BAINBRIDGE: Just this summer, again, | was audited because | think I'm on the
every year, you know, audit plan now, because | went over the $2,000 limit for a couple
months. So Medicaid is, like, watching me like a hawk now to make sure my son doesn't
go over the $2,000 limit. Then my other experience this year was due to the fact that my
son's father...his father is disabled. He is now eligible to go on Medicare, and | believe
you're probably familiar then that Medicaid will pay the fee for my son to be on Medicare
because, obviously, it benefits the state of Nebraska for my son to be on Medicare. And
that went really very smoothly because | do now have that dedicated caseworker that |
called directly and she got it taken care of. But | truly don't think | would have the
dedicated caseworker if I wouldn't have contacted Senator Campbell prior to this
because | raised so much stink and | was writing letters to everyone | knew because |
was so frustrated, because they had to give me the six months, | mean. And so what did
| do? | did buy him a new TV. Isn't that sad? And | bought him some other things. | did
buy some things. | mean, | bought him an iPad and things like that. But it is very sad
that one of the things | did buy was a new TV for him. It's not 60 inches though. [LR400]

SENATOR DUBAS: Are there any other questions? Thank you. We really do appreciate
you sharing your information with us. [LR400]

KIM BAINBRIDGE: Thank you. [LR400]

SENATOR DUBAS: Next testifier. Welcome. [LR400]

MARK INTERMILL: (Exhibit 5) Good afternoon, Senator Dubas. My name is Mark
Intermill, M-a-r-k I-n-t-e-r-m-i-l-I, and I'm here today representing AARP Nebraska. | was
just thinking back to, | think it was the summer of 2011, when we first started talking
about or listening to people's experiences with ACCESSNebraska. And while there may
have been some that's progress made, it sounds like we still have a ways to go. | want
to just share with you a couple of points, and some of these will be reiterations of what
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you've already heard. The first one is that those people who need ACCESSNebraska
are not well positioned to navigate ACCESSNebraska. The first attachment that |
included is a list of the regulations of who receives long-term care services through
Medicaid. For people over 65, there are about 18,000 people who are eligible for
Medicaid. Most of those people are using...use Medicaid to finance long-term care
services. In order to qualify, a person needs to have...generally needs to have three
deficits in one of seven activities of daily living. Those are just basic things that a person
needs to do to just function in the world. In addition to that, they would need to either
have a risk factor, a medical treatment or observation, or a cognitive disability, the point
being that, if you are eligible for Medicaid generally and over 65, you have challenges
just meeting the activities of day-to-day life. Having additional requirements of dealing
with a system of eligibility that has been very challenging is that much more...adds that
much more complexity to a person's life. We have seen community-based organizations
fill the breach. We've heard from some of them today. But in many cases, those
organizations are doing that at the expense of what their traditional or typical work is,
their regular missions. And I...going back to 2012's LB825, where we looked at the issue
of community-based organizations and entering into contracts with them for the services
that they are providing to ACCESSNebraska, | believe still has merit. | am in
communication with aging service providers, since sometimes...county-based
organizations that are spending a significant amount of their time, their staff time, to try
to help individuals with applications, making calls to the call centers, and trying to
navigate the system. So this is something | think that we do need to look at, how...what
we are asking those community-based organizations to do and help them out in doing
that. | guess the thing that is so frustrating about ACCESSNebraska for the past three
years is that it's very clear to me what the problem is, and that is that the system is
underresourced. We've heard about the long wait times for the phone calls. We've
heard about the other things that people struggle with. They all seem to go back to not
having enough staff or having not provided enough training for staff. And | just took a
look this morning at the Nebraska personnel almanac for 2014 and saw that the
Department of Health and Human Services has 674 fewer FTEs than it had...than its
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predecessor agencies had in 2006. So that's an 11.5 percent reduction in staffing. Now
that was from 2006 to 2012. It's up a little bit for 2014, but we're still 6 percent below
where we were in 2006. It's hard to take on a system like ACCESSNebraska and make
it work for the people that you're trying to serve without the resources to do it. So | think
we do need to assure that we are providing enough resources for ACCESSNebraska to
assure its success. | think by underestimating its realistic cost we have essentially set it
up for failure. We've heard a little bit about the bifurcation of the system, and | think that
has been one of the more troubling developments that we've seen in the last couple
years, having to work through two systems in order to get the range of public benefits
that are needed. And the second attachment that I've included is something from the
Center on Budget and Policy Priorities. The first page is just the cover sheet. But the
second page of that handout talks about how states could use the proposed state option
for tying SNAP eligibility determinations with Medicaid eligibility. One of the things that |
have heard is the reason for the bifurcation is that there was a new way of having to
determine eligibility. The thing that | noticed, the second page on the handout, is that 40
states have not bifurcated their systems. They have found a way to be able to integrate
all of the eligibility systems. So instead of having two systems to work with, clients
would only have one. | think that would be something that | would suggest that the
committee take a look at as a way of moving forward and trying to improve the
operations. We've heard some concerns that ACCESSNebraska is limiting participating
in public benefits programs and there...we have seen reports now that Medicaid
enrollment in particular is down in Nebraska. And I've included...the last chart in the
packet is a list of those states that don't...haven't expanded Medicaid and what their
enrollment has been. Nebraska, between essentially the second quarter of 2013 and
June of 2014, we've seen a reduction in the number of individuals above basically
12...5.06 percent reduction in the number of people who are enrolled in Medicaid. No
state has a worse record than that. We are...have the highest reduction virtually, and |
think there are only four states that had a reduction in enroliment. Even those that don't
have Medicaid expansion increased by an average of about 8 percent. | did look at the
Medicaid reform report and saw that the expectation was that we would have a
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caseload of about 259,000 in FY '14 going up to 282,000 in FY '15. We're actually at
232,000. There is some evidence that people are not enrolling in Medicaid, and | would
encourage the committee to take a look at that and try to see if there is some
relationship to ACCESSNebraska. | do want to say that...and recognize the efforts of
the staff of the Department of Health and Human Services who are trying to make
ACCESSNebraska work. | don't believe that the problems that ACCESSNebraska is
facing is due to a lack of effort on their part. | believe that the problems are part of the
system's design and part of some of the decisions related to its implementation.
Basically, they've been dealt a pretty bad hand. Unfortunately, that bad hand extends to
those individuals who depend on the programs that they're trying to administer. I'd be
glad to try to answer any questions. [LR400]

SENATOR DUBAS: Thank you, Mark. Are there questions? Senator Crawford. [LR400]

SENATOR CRAWFORD: Thank you, Mark. So can you...have you been provided any
assistance in any way to help clients through LB825? [LR400]

MARK INTERMILL: There were two parts to LB825. One was to increase staffing and
the other was to enter into contracts with community-based organizations. There has
been some increase in staff. And | think in reading one of the reports the first effect was
that some staff were not laid off and subsequently there were some additional people
added. In terms of the contracts with community-based organizations, | haven't seen the
type of engagement that | had read into LB825, which is to really create a partnership
with those agencies, with selecte