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Comments

Kaizen Burst

CT TT

IY

Website

Usability

Can we receive app 

electronically?If we have one app (EIP&EHIP), all clients 

apply to both, then we (EIP) decide 

whether the client needs to continue to 

EHIP process and we send them to EHIP.  

This way we know who the EHIP clients 

are without EHIP having to contact EIP.
HADS

Receives application
Assemble application

Hand deliver application to 

eligibility specialist

If EHIP has been recently discontinued – file 

bypasses all and goes to Martha.  

From there, deem and give to Christina or 

process if complete and send reinstate to EHIP

 Date Stamp

 Add tracking slip

 Log into HADS

 Date received

 Date Signed

 Save

 File placed in date received order in file room 

or hand delivered to EA or ES

 If returning Add EIP ID & Medicaid ID (if listed)

 Add to application tracking

CT TT

IY

5 min-8 hrs         5-10   

            min

85%

For is double 
sided faxing 
issue, has to 

copy

Is this a new or 

returning client?

Returning clients 

applications

HADS
ACES

One Health Port
Medicare.gov

Searching for the 

new clients that 

haven’t been entered

New apps should be 

added by admin

Check to verify that 

client is new

Add new clients to 

HADS and deem 

app

CT TT

IY

1-45 min      10 m

72 hours     

95%

Give back to admin

CT TT

IY 100%

2-10 min      2-4 min

     

Pull file and place on shelf 
for eligibility assistant

1 min – 2 weeks
CT TT

IY

1-45 min      10 m

72 hours     

95%

1 min – 48 hrs

Q

Q

Support staff to 

login new apps

OR

Have EA create 

new file

Pull file off shelf

 Review for completeness

 Missing Elements

 Calculate Income

CT TT

IY 100%

1 sec to     1 sec      

1 min    1 min

CT TT

IY 98%

2-15 min   2-15  min

Request from EHIP to 

EIP for eligibility

(anytime during process)

Standardized 
process for EHIP 

communication with 
one person

BCP

Too many EIP ES 

answering EHIP 

eligibility requests

Create new client file folder 

or place on shelf for 

eligibility specialist

Electronic app w/ 

to continue on 

until complete

Incomplete 

applications

EA Req Info

ES Deem

Themselves

LD

Standardize deeming

process for all staff

Complete 

applications

Only one eligibility 

assistant to deem 

all applications

Make copy of page(s) 

that are not complete 

for the request

CT TT

IY 100%

1-5 min      1-5 min

CT TT

IY 100%

1-5 min      1-5 min

Place file back on 

shelf for eligibility 

specialist to process

Duplication of 

review process 

from upstream

CT TT

IY 100%

1-5 min      2 min

  Email case manager request 

for info

 Mail client request

for info

 Log request into

spreadsheet

1 hr
10 days

Q

Put file back in file room

for admin to file

CT TT

IY 100%

1-5 min        2 min

Standardize ES 

review for e ligibility 

determination

1 hr
30 days

QHADS

Outlook

Word

Excel

Send in missing 

info to EIP

HADS

ACES

OHP/Other Ins site

Medicare.gov

Enter client

info into

HADS

Denied

Eligible

Or

Denied

Eligible

Type of 
eligibility

Determine
type of
eligibilityCT TT

IY 100%

2 min         2 min
CT TT

IY 99%

1-5 min      1-5 min Not all eligibility 

staff doing this the 

same way

Not all eligibility 

specialists review 

the same way

Pulling file from 

shelf for processing

ACES check (automated client 

eligibility system) from DSHS 

(coordinate eligiblity)

CT TT

IY 99%

1-7 min        1-5 minSend discontinue 

notice to Deanna 

@ EHIP
CT TT

IY 99%

2-5 min        2-4 min

Receives missing 

information, logs into 

HADS, place on shelf

CT TT

IY 95%

1 hr 45 -     10 min
72 hrs

1 min
2 weeks

Q

Pull file

Review info 

received

Assign Group 1

CT TT

IY 100%

2-15 min    2-15 min

Six month or 
temporary?

Assign Group 2

Assign Group 3

HADS

HADS

Case manager 

does not know if 

app is complete

Incomplete

Complete

Send another email to case 

manager & letter to client 

requesting missing info. 

Log missing info in 

spreadsheet

Put file back in file 

room for admin to file

CT TT

IY 100%

1-5 min      1-5 min

CT TT

IY 100%

1-5 min      2 min

Send missing info 

to EIP

Place in queue for 

eligibility specialist

A

This now returns to 
processing

A

CT TT

IY 100%

1-5 min      2 min

HADS

Outlook

Request to EHIP while 

processing app if premium 

assistance has been 

discontinued within the last 90 

days ES, request reinstate of 

insurance

Group 1
Send EHIP by email 

if client is eligible
Update HADS

CT TT

IY 95%

1-3 min      1-3 min

Create client letter

CT TT

IY 95%

1 min -        1-5 min
1 hr

CT TT

IY 99%

1-6 min       1-6 min

Group 3
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Six month or 

temporary

ES putting in 

comment 

different ly

Standardize

comments

re: elig to EHIP

in HADS

FM

EHIP request

eligibility

Too many looks 

from EIP & EHIP

Elig ends before 

insurance start 

date

Automatically

Extend

For EHIP

BCP

Give EHIP

eligibility

CT TT

IY 98%

1-6 min       1-6 min
 Email from EHIP for 

eligibility

 Yes if mandatory 

insurance

 No if still pending 

mandatory 

medicaid

Special Notes

Not historical

Develop

criteria

For

Special

notes

Give elig ibility if 

client met 

requirements – 

OA do not give it
EHIP gets ACES

or HADS access

BCP

1 hr -
30 days

Q

5 min – 
72 hrs

Q

Process client eligibility 

based on temporary 

eligibility (Temp 

Report)

CT TT

IY 99%

5 hrs             5 min
4 days       25 min

 Check aces

 Call 1-800 medicare or 

medicare.gov

 Contact EHIP to see if 

client applied

 Change eligibility

 Move to GP 2

 Extend

 Deny for DOHS

 Send letter for > 1 month 

extension

 em 2 cm sometimes

1 min – 
2 weeks

Q

Receives

Missing

info

CT TT

IY 95%

1 hr  45 m    10 min

72 hrs       

Send

To

Ramsell

HADS

HADS

Pull file

Review info received

CT TT

IY 100%

2-15 min      2-15 min

      

Return

Client file

to conf file room to be 

filed

File back

on shelf

by client

ID

CT TT

IY 100%

2 min            2 min       

CT TT

IY 95%

1 min -          1 min       
72 hrs

CT TT

IY 98%

1 min -          1 sec

24 hrs       

Complete

Or

Incomplete

Temporary Eligibility Report

HADS
Outlook

Word
Excel Email EHIP for 

app received Mark asking if EHIP 
has received on app 
for Group 3 clients

Electronically 

record & track EHIP 

request - MB

Extend eligibility 
or move to 

approve or deny

Manual entering 
info from EHIP to EIP 

confirming 
insurance - MB

EHIP weekly

report automated

MB

App still 

incomplete

Too many 

requests for the 

same info

Better case manager

training/different

wording in client

letter? - CJ

1 min – 
30 days

Q

Run incomplete app 

report.

One reminder call to 

case manager and 

or client.

Deny for 

incomplete 

application. Send 

letter to client and 

case manager.

CT TT

IY 95%

10 min -      10 min

2 hrs     1 hr

CT TT

IY 100%

5-10 min       5 min

EHIP notified to d/e by 

monthly report (if 

paying premium)

HADS

Clients would like 

their cards back

24. getting

clients their

cards back - AG

25. Adding
dental coverage
to all letters - AG

Send letter

 Client

 File

 Case Manager

 Letters

 Client

 File

 Case Manager

Outlook

CT TT

IY 99%

1-6 min          1-6  min

Elig or denial 
letter outside 

system

Send out client 
letters to CL/CM

Admin
Send

Out - LD

Gather detail
Business

Requirements
Per

correspondence 
generation - KC

Design
automated

correspondence
Handling - KC

Touch Time

Cycle Time

Queue Time

Lead/Total Time

Input Yield

3.6 hrs

8.3 hrs

3.3 hrs

11.6 hrs

49%

EIP Time

12.7 days

17 days

128 days

145 days

Low High

EHIP ETP’s to 

Lori only

ETP’s

(Exception to Policy)

ETP’s for back 

payment to any ES

Log into HADS

HADS
Outlook

Word

Reviews

request

CT TT

IY 100%

2-20 min      2-30 min

 Review Utilization

 Reconsider income calculation 

method

 Review need

 Determine other options

 Discuss with Beth

 Review cost savings to program

ETP: All premium
amounts ok to

pay or set
$5,000 limit

ETP for every 

premium or 

deduction over 

certain $ amt

ETP: All deductible
amounts ok
on condition

cc will pay
over $1,000

5 min – 5 days

Q

Approve

Or

Deny

Approve

Deny

Create and send 

letter

 CM

 CL

 File

CT TT

IY 99%

5-7 min        5-7 min

CT TT

IY 100%

1-5 min        1-5 min

Log approval into 

HADS

Create and send 

letter

 EHIP

 CM

 ES

CT TT

IY 100%

1 min            1 min

EHIP Weekly Report

Automate EHIP
reports to EIP

Joined system?
Shared database - MB

EHIP weekly report is all 

manual entering data entry - 

MB

Process weekly report

Weekly report confirms 

insurance

 Pull EHIP weekly report from SFT site.

 Update payer info into HADS database

 End old “no” insurance status, and enter 

new insurance with name and begin date

 Update eligibility dates with new group 

status and extend dates

 Send charge back by email to Ramsell

 Type client letter and send copy to case 

manager and f ile

HADS
Excel

Outlook

CT TT

IY 99%

2-8 hrs            2-8 hrs

Receive weekly 

report from EHIP

Notify case manager or 

client if complete

Group 2
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Complete an on-

line data stream 

that comprises a 

client application

 Online status for 

clients

_________

 Email 

confirmation that 

app was received

 Time to reapply

 Info we need

 Email electronic 

notification

 Time to reapply

 Info we need

 Ability to update 

client address

New
Database

Case
Manager 

Portal

Client Portal
(account)

Review automated 

client information 

to determine 

eligibility

Approved

Or

Denied

Approved

Denied

IBM

Clients with copay 

are assistance 

only excluded

Electronic notification

 Client

 Case Manager

 PBM

Electronic notification

 Client

 Case Manager

IBM

Clients with copay 

are assistance 

only excluded

Eligibility continues 

to review and edit as 

needed
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