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Background Paper

Summary

The In Home Support Services (IHSS) program fatds in-home care for qualified low-income
people who are over 65 years of age, blind and&abied. As the name indicates, the IHSS
program allows recipients who might otherwise lase institutional setting to remain in their
homes. The program is designed to help vulnenaddgple who are physically unable to perform
certain activities of daily living and health-raddttasks, and meet strict financial tests.

IHSS services may include domestic services, heelganing, personal care services,
paramedical services, protective supervision, aard yazard abatement. IHSS services do not
include medical or mental health care.

With 448,650 people providing IHSS services, the&s8Hprogram is a major employer of

California’s low income work force and the prograsikely to grow in the coming years. The

Department of Finance projects the number of Qaliéds who are 65 years of age and older
will double from 4.3 million in 2010 to over 8.6 in in 2030.

While IHSS providers deliver services that are ragead by the counties and work under the
supervision of their client recipients, IHSS payislprocessed by the California Department of
Social Service (CDSS). More than 1 million IHSS @ésheets are processed every month. The
vast majority are processed in a timely mannerwtidout any special handling. According to
data recently provided by CDSS, about 14,000 ofeéhitmesheets contain errors that require
“human action” to correct. These timesheets atermed to the county of origin so that the
errors can a corrected and a timesheet is re-stdghidr payment. IHSS timesheets for the next
pay period are issued at about the same time t88 Iphychecks are issued. Therefore, not only
does a timesheet error delay a paycheck, butot dédays issuance of a timesheet for the next
pay period. This system design can create a casgaffiect resulting in multiple late payments.
The most extreme example was in late May 2015 wiarghly 40,000 IHSS provider
timesheets from Los Angeles went missing. CDSSuvasvare of the problem until thousands
of IHSS providers started asking authorities altbeir paychecks and it was determined that the
timesheets had not been received. It turned outUBgostal service misplaced a truckload of
timesheets for almost two weeks. More than 40JB85 providers did not get paid for weeks.
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This is a program that provides essential servicesome of the state’s most vulnerable

residents, and it pays at or just above minimumenfagthose services. Recruiting and retaining

gualified providers is a constant challenge. Yeaivpters whose time sheets are lost or have
errors find the system unresponsive to their neeg@spblem that compounds when a mishandled
timesheet prevents the issuance of the next pagddertimesheet. This hearing is focused on

ensuring the well-being of those 14,000 providess mponth whose paychecks are delayed, and
the IHSS consumers who rely on their care.

Background
About IHSS

The IHSS program provides in-home services for iogeme individuals who are at least 65
years of age, blind and/or disabled who cannotysaéenain in their homes unless IHSS services
are provided. In order to be eligible to receiv&iiservices, a recipient must meet the following
asset and income requirements:

- Live at home or an abode of one’s own choosingrsd?e living in acute care hospitals,
long-term care facilities, and licensed communéyecfacilities do not qualify for IHSS.

- Personal property may not exceed $2,000 for anvidhail or $3,000 for a couple.
Additionally, a recipient may own the home ownedythive in, one automobile needed for
transportation to medical appointments or work, ailidlife insurance policies if the
combined face value is $1,500 or less are not dernsil personal property for purposes of
IHSS eligibility.

+ Persons who meet financial eligibility requiremefds SSI/SSP are eligible for IHSS. A
person whose income is too high to be eligibleSBI/SSP, may be eligible for IHSS as long
as they pay a portion of the IHSS benefit (shareost).

In California, the IHSS program serves about 540,06cipients. More than half of the
recipients (56 percent) are 65 years or older. réh@ining 44 percent of recipients are under 65
and qualify for IHSS due to a disability or blingdise About 12,000 IHSS recipients are blind;
500 of these individuals are children under 18 yedal.

IHSS Recipient Gender

Female 328,131 61%
Male 209,037 39%
Under 18 (blind and/or disabled) 32,860 6%
18 — 64 years of age (blind and/or disabled) 28,5 38%
65 years and older (aged, blind and/or disabled) 0,735 56%
Total IHSS Recipients 537,168

IHSS services may include domestic and relatedstasich as housework, meal preparation,
laundry and shopping; personal care services; aganmment to medical appointments;
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protective supervision for recipients who may pléoemselves at risk for injury; and hazard or
accident and paramedical services when directeadddyysician.

Approximately 448,650 people provide IHSS serviceshout half of the providers live with
their IHSS recipient and 71 percent of provideesfamily members of the recipient.

IHSS Provider Gender

Female 340,465 76%
Male 108,185 24%
Under 18 to 44 years old 168,516 38%
45-64 years old 230,543 51%
65 years and older 49,591 11%
Total IHSS Providers 448,650

IHSS Payroll Process

After an IHSS provider completes the timesheet@tdins a signature from the IHSS recipient,
the provider mails the document to the Timesheeté&asing Facility in Chico, California.

As the graphic below shows, multiple state agenikcaage a role in processing IHSS timesheets
and issuing payroll. After the Timesheet Procags$iacility scans and alalyzes the timesheets,
the information is transferred electronically to E®sstatewide database and central processing
system that supports the IHSS programhich is called Case Management, Information and
Payrolling System (CMIPS)CMIPS performs program analyses and calculatioes transfers
the information electronically to the Employment iBlpment Department and the State
Controller's Office. EDD prints and mails a timesgh for the next pay period. The Controller’s
office issues the payment to the IHSS providerycRacks may be mailed to the provider or
submitted via direct deposit.
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IHSS Timesheet “Exceptions”

Every month, thousands of IHSS timesheets requineessort of special handling before the
provider can be paid. CDSS calls these cases “érosg’ CDSS has a list of more than 30 error
codes that will cause a timesheet to be “exceptigrgich as missing signatures, or submitting
the timesheet before the end of the pay period.

Timesheets exceptions are identified at the TimetsReocessing Facility when the document is

scanned and analyzed. Errors include things hkegprovider not signing the timesheet, claiming

hours when the recipient is not authorized any siosending a duplicate timesheet, unreadable
writing, etc.

There are three different types of exceptions.

* System remediated exceptions, which are addressed without human interventioRor
example, if a provider submitted a timesheet betbeeend of the pay period, the system
would not process the paycheck until the end optineperiod. In another typical example, a
provider claiming to have worked more than the aa#ded hours, CMIPS would reduce the
number of hours paid to reflect the maximum autteatihours.

» Soft exceptions, which are generally held for quality control/autlieasures, such as signature
verification. Some soft exemptions are flagged atlders are randomly selected. Soft
exemptions are sent to the county for review antegdly processed by the end of the next
business day.

» Hard exceptions, which are sent to the county for research and or approgfdre being
processed. These exceptions “require human atdigray” and must be resolved at the
county level.

Monthly, about 14,000 timesheets with hard excegtithat “require human action to pay” are
returned electronically to the county of origin amdaseworker works with the IHSS provider to
remediate the problems. Once corrected, the tiestsis resubmitted to the Timesheet
Processing Facility in Chico by US mail and thegess, along with the ten-day wait time, starts
all over again.

Every month, about 500 - 600 timesheets are phigiattered or damaged and cannot be

scanned and processed at the Timesheet ProcessiiliyF In those cases, an email is sent to

the county, providing whatever details can be giwrd the damaged paper timesheet is mailed
back to the county the next morning.

According to data provided by CDSS, about 10,00(&sheets in the June 2016 pay periods that
“required human action to pay” were resolved witten working days. Almost 400 provider
paychecks for the June 2016 pay periods were ditlayel1l - 30 working days. As of July 11,
2016, 1,772 timesheet exceptions were still waitinge resolved.

' CMIPS will not process payments that exceed autdrhours.
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According to a recent survey of 1,380 IHSS workeosducted by UDW, over half of the
providers reported having their paycheck delayddat twice in the previous three months, and
73 percent of providers reported having receivei thaycheck delayed at least once in the past
three months. The same survey showed that 59 pgestenoviders were either very unsatisfied
or unsatisfied with the current timesheet process.

In a survey of 500 IHSS recipients conducted byRkeesonal Assistance Services Council of
Los Angeles, 99 recipients said that delays in jievpay “strongly affected” their quality of
care. One hundred and eleven recipients said dalagsovider payments “strongly affected”
their sense of security.

Administration

Administering the IHSS program is a complicated eawbr that involves the federal
government, and various state and local entitiege®@ide policy for the IHSS program is set by
CDSS based on state and federal laws. The deparafssnadministers the IT systems, such as
CMIPS, and is responsible for processing IHSS dhy@DSS additionally mans a help desk to
provide assistance with timesheets and payrolessu

County social services departmemtstermine which services are approved for each IHSS
recipient, how much time is authorized for eaclviser and the total authorized monthly hours.
Counties provide training to IHSS workers and pdevassistance with timesheet and payroll
issues.

Public Authoritiesact as registries, matching IHSS consumers withspreened eligible
providers, provide training, and are the employefsrecord for purposes of collective
bargaining. They also provide assistance with simeet and payroll issues. There are 56 Public
Authorities - only Tuolumne and Alpine Countiesmtat have Public Authorities.

The IHSS Statewide Authority was created to sesvéha employer of record for IHSS providers
in the seven Coordinated Care Initiative (CCIl) dastmtion counties for collective bargaining

purposes only. The seven CCIl demonstration couatied.os Angeles, Orange, Riverside, San
Bernardino, San Diego, San Mateo and Santa Clara.

Federal dollars and federal requirements driveagerelements of the IHSS program. For
example, the Affordable Care Act established then@anity First Choice Option (CFCO).
Under the CFCO, states are required to provide hoamel community-based services to
Medicaid beneficiaries in order to enable benefie@a to avoid institutionalization. In
California, dout 99 percent of recipients receive IHSS as aiddadl benefit.States have some
flexibility about how to provide these services.lifdania elected adopt the “agency-provider
model,” in which Medicaid beneficiaries rely on agency to help them locate, select, and
manage the services they need to stay in their Bome

Depending on the recipients’ financial circumstanca blend of personal, federal, state and
county funds pay some or all of the IHSS workesatages.
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IHSS Timesheets
There are two IHSS pay periods every month:

» Part A pay period is the 1st through the 15th dah® month

« Part B pay period is the 16th through the last afathhe month, which could be the"2&0"
or 3T day of the month

The varying number of days in a month means tls &nd second pay periods do not always
have the same number of days. This affects tinetsaed payroll calculations and when
paychecks are received and creates significanusarf among providers.

CDSS reports the IHSS Help Desk receives abou060zalls each month. Additionally, some
of the state’s larger counties receive more thg@Q®calls a month from IHSS providers. IHSS
call centers report a spike in calls at the enthefeach IHSS pay period. Providers and their
advocates point to a number of factors that coutieilho anxiety about timesheets and paychecks.
Those factors include the history of lost timeskgeat complicated process for completing a
timesheet, the process for correcting timesheergrmew sanctions which can result in job
suspension if there are multiple violations, an@ ttontrols on issuance of replacement
timesheets. Additionally, because there is nopsgday for IHSS providers, some providers
expect that they should receive their paychecksiwilO days of the end of the pay period,
however that is not always the case.

Compounding these issues are a number of factors.

Control over timesheet can create delays. Timesheets are mailed by the Employment
Development Department (EDD) to provideadter timesheets for past pay periods are
processed. As a result, a late paycheck can leaa lade timesheet which leads to another
delayed paycheck, etc., and it can take monthsetocgught up from the original delay.
Timesheets can only be printed by the countiesydeDD. The timesheet scanner cannot read
photocopied timesheetsdditionally, the timesheet scanner cannot reacesineets that have
writing outside of the lines, were completed witle tvrong color of ink.

Therefore, if a provider makes an error on a tireeghor a timesheet is lost or damaged, the
provider must request a replacement timesheet,hwkiprinted and mailed by EDD or issued by

the county welfare office. Some county officeslvallow providers to obtain a replacement

timesheets in person, but others only will mailaepment timesheets.

Postal Service addstimeto payroll process. Reliance on the US Postal Service to mail paykhec
and timesheets adds multiple days to the payroltgss each pay period. Holidays also can
affect timeliness because the Timesheet Processaogity has not consistently adjusted its
staffing schedule to accommodate loss of produgtoiring official holidays.

Low Participation in Direct Deposit. Compounding the length of time it takes for a pdevito
get paid is the fact that only about 30 percenH8S providers are signed up for direct deposit.
In contrast, 70 percent of state employees redéiie payroll via direct deposit. Providers are
notified of direct deposit at time of enrollmentitlihey are not eligible for direct deposit until
they have been in the program for 90 days. Whiéedirect deposit enrollment form is easily
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accessible on the CDSS website, providers are ra#cpvely notified of the direct deposit
option once they become eligible to participate. sbme cases, providers may be offered the
direct deposit option when they inquire into thetis$ of a paycheck.

10-Day Wait Time. There is no universal understanding of when pragicgdould expect to be
paid and there is no set IHSS payday, therefone tiseno consensus on when a check is “late.”
The floating paydays may create an expectatiomermart of providers that cannot be met.

CDSS refers to a 10-day wait period, but theredsonsensus on what that 10-day wait time
means. For example, CDSS instructions on compjetitimesheet read, “After you have sent in
your timesheet for processing, you should receier ypaycheck within 10 working days of
receipt by the Timesheet Processing Facility.” @&dimng to All County Letter 13-53, providers
inquiring into the status of their check will bevasked “the check should arrive within 10
business days of the issue date.” CDSS says iiag@up to 10 days from the date the timesheet
is received in the state’s Timesheet Processingitiyantil the check is printed and mailed or
submitted via direct deposit. For providers wheeree their payment in the mail, this 10 days
does not include any mail processing and transpontéime. Additionally, some providers have
been told they must wait 10 days to inquire abtet status of their paycheck or request a
replacement timesheet. In some cases, provideligsiracted to call their benefits center if they
“have been waiting for more than 10 business daws {ncluding weekend days or legal
holidays.”

In fact, the Help Desk, the counties and some Buklithorities, have access to CMIPS and can
confirm if a timesheet has been received and idycpeck has been issued at any point in the
process. If providers believe they are not allowedhquire about the status of their paycheck
until after the 10-day window, it could create dulshial delays.

State labor code does not provide clear guidanabot.Code section 204 requires employers to
pay their employees within 10 days of the end efphy period. However, Labor Code section
220 exempts the “payment of wages of employeesttiiremployed by the State of California”
and ‘payment of wages of employees directly employedaby county”from Section 204.
While CDSS once issued All County Information Netdn the 1980s, notifying counties that
they must pay employees according to Labor Se@@#h it now states that the section does not
apply to IHSS providers. CDSS currently cites ¢benplex employment relationship for IHSS
providers and points to the fact that the statenotipay a provider until the signed timesheet is
received. CDSS, however, has adopted that 10-dgment target, the department reports that
10 day pay period is a long established timefraroenfthe when CMIPS was first launched.
According to CDSS, prior to CMIPS, the counties ksachmitted to 10-day period from receipt
of a timesheet to the pay warrant issued by thee &antroller. It is unclear whether labor code
provides a remedy for IHSS providers who are nat paa timely manner.

Complicated timesheet calculations
Completing an IHSS timesheet is complicated. Stseed provider instructions are very

detailed— they include “14 important steps” to avpayment delays a list of 20 Dos and Don’ts
for completing the timesheet.
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In addition to the complex instructions for fillinp a timesheet, providers are required to
perform somewhat complicated mathematical calaudatito convert recipients’ monthly

authorized hours into weekly hours and then intardel equation. Written training materials

provided by the CDSS for performing the timeshedtudation advise:

“The best way to perform the math on time is tetfconvert the entire hours and

minutes into minutes, perform the math, then cantrex results back into hours

and minutes.

Let's assume the recipient is authorized 99:4Ghdty-nine hours and forty

minutes) per month. We want to divide that by 4atove at the maximum

weekly hours that would be displayed on the SOCL22(this is a document that

shows the recipient’s maximum weekly hours).

Step 1: Convert entire time into minutes. There@) minutes in an hour, so 99 *
60 = 5,940 plus the remaining 40 minutes give al it5,980 minutes.

Step 2: Divide the minutes by 4. 5,980/ 4 = 1,495

Step 3: Convert the result back into hours and tegu To do this, we need to
determine how many FULL hours are in the resultd dow many
remaining minutes there are. Divide the total neswy 60; 1,495 / 60 =
24.91667. We keep the whole number (24) since ith#éhe number of
FULL hours. Now to find out how many minutes remawve subtract the
number of minutes represented by our whole numbéroars from the
total minutes. 24 * 60 = 1,440, and 1,495 — 1,4485. Therefore, we
have 24 whole hours and 55 minutes remaining. fens that 99:40/ 4
= 24:55"

Fair Labor Standards Act/Overtime Rules

Layered on top of the complicated timesheet calimria are new standards that providers must
follow in order to claim overtime hours. Repeatgalation of these new standards could result
in a provider being suspended from the IHSS progfama year, which has created some
anxiety among providers and their recipients wheowarused to the threat of suspension from the
program for timesheet errors.

These new standards were issued as a result oftleanacted federal rules which now
authorize IHSS providers to receive paid overtime aate of 1.5 times their normal hourly
wage. Additionally, providers can now be paidgome wait and travel time.

In response to these new federal rules, Califgpassed Senate Bills 855 and §CBapters 29

and 685, statutes of 2014) which establish caps on the number of authorizegitione hours for
IHSS providers. CDSS issued a series of All Coumters that further refine and provide
guidance to counties, Public Authorities, recipserroviders and other stakeholders. Under
these new rules, providers who are found to hawvtatad the new overtime rules three times
could be terminated from the IHSS program for oeary CDSS also created two narrow carve
outs for the overtime cap.

Rollout of the new overtime policy was criticizeq stakeholders as being confusing. In
response, compensation for overtime, travel timd,waait time was implemented on February 1,
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2016, but assessment of violations and penaltiesifdating the new rules were not enforced
until July 2016. This four month grace period virgended to allow providers and recipients to
become familiar with the new rules and adjust weckedules as necessary. It also allowed
counties to identify IHSS providers who need hdlm{ out their timesheets correctly to avoid
future violations.

Who Can Help Resolve IHSS Timesheet and Payroluiss?

If an IHSS provider has a question or concern iggra timesheet or paycheck, he or she could
call three different entities to seek assistandé Wguring out the status of their paychecks and
remediating any problems. As shown below, becadusg don’t all have access to CMIPS, these
entities cannot provide the same information amdises to providers.

Confirm (li:’%nfrl(r)r?? Confirm Order/Print M?nnulilly
Timesheet y Timesheet was Replacement P
: Payment . , : Corrected
Received Exceptioned Timesheet :
Issued Timesheet
County
Social Yes Yes Yes Yes Yes
Services
Public . Some Some Some Some Some
Authority
CDSS
lHSS.’ Yes Yes Yes No No
Provider
Help Desk

CDSS operates a toll free IHSS Provider Help DeSkllers to the Help Desk can find out the
status of their timesheet and paycheck. While Cp&Sides assistance via the Help Desk, the
department asserts that it is the counties’ respiitg to train and assist with timesheets.

Service models differ by county.

The state and the counties have flexibility in iempenting the program. With that flexibility
comes a variety of program models. Some countee Iset up their own IHSS payroll units.
Other counties have entered into agreements wehPhblic Authorities to perform payroll
processing functions. Chronic timesheet and phgavicerns have led some counties and Public
Authorities to dedicate staff to work on IHSS tirfnest issues, such as special “liaisons” set up
to assist IHSS providers with timesheet problemBor example, the Personal Assistance
Services Council of Los Angeles County (the IHS®IRuAuthority for Los Angeles County)
has dedicated IHSS “Issues Solving Teams.” LosedeggCounty is also opening special IHSS
customer service centers that will assist IHSSprents and providers with any IHSS and
payment related questions, including requeststitti@ésheets and forms be mailed out.

Many of the Public Authorities have read-only ascespayroll information via CMIPS, which
allows them to tell providers if and when timeskeate processed and paychecks have been
issued. However, at least three Public Authorittds not have access to any payroll
information. These Public Authorities refer prostid to county IHSS payroll staff.

Page 10 of 11



Electronic Timesheets

In an effort to streamline timesheet processing] am response to requests from IHSS
stakeholders, CDSS has announced plans to impleopéional online IHSS timesheets in June
2017. According to CDSS, the online timesheetesysivill use technology that is intuitive and
easy to use on PCs, smartphones and tablets. thnggr it will provide real-time data
validation, which means timesheet errors can beected before the timesheet is submitted.
With electronic timesheets, providers will be atdesign on with a confidential user name and
password, enter hours worked, view timesheet histord payment details, view status of
timesheets, and receive email notifications thraughhe process. Providers and recipients will
be able to submit electronic signatures, elimimatime need to place timesheets in the mail. If
providers and recipients adopt this optional tetday it is expected to reduce timesheet errors
and significantly reduce the time it takes to peyvpers.

Pending Audit

An audit of the IHSS time sheet and payroll systaras approved by the Joint Legislative Audit
Committee on May 25, 2016. The goal of the awlitoi identify the cause of problems that
result in payroll system delays, such as specifiotgeols, technologies, or gaps in
communications, and to ensure a timeline for imprognt. The audit request emphasizes that
the CMIPS 1l contract expires in spring of 2018 ahdt by evaluating whether the current
system is as reliable as IHSS providers need Hetothe audit would be beneficial for future
contract design. The audit work is currently umdsr and the final report is scheduled to be
released in February 2017. CDSS has already esleas RFP for bids on the new contract. Itis
unclear if or how CDSS might incorporate audit fimgs into the new contract.
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