July 12, 2006

Albert Hawkins, Executive Commissioner

Texas Health and Human Services Commission

4900 North Lamar

PO Box 13247

Austin, Texas  78711-3247

Dear Commissioner Hawkins:

We agree with your decision to delay the rollout of the Call Center/IEES/TAA plan.  We thank you for addressing the concerns of several House members by rescinding the layoffs of our state employees for at least a year, returning 1000 eligibility FTEs to the local offices, and providing incentive bonuses for state employees to continue on during this crisis in service delivery.  We believe it was a prudent decision, in order to guarantee services are being provided, to return the work being done by the call centers to state employees in the local offices.  Your efforts to head off this major disaster for Texas health and human services delivery are worthy.  We feel this is a first step towards rebuilding quality services and a system that works.

Though we applaud your recent decisions, we feel it is important we continue to voice our concerns as we maneuver through this venture.  The Texas Access Alliance, headed by Accenture, has returned more than 12,000 of its backlogged cases from the call centers to the local state eligibility offices.  We recognize that state employees will now have to complete the work that Accenture could not do as well and keep up with their own caseloads.   We are also alarmed by the dozens of Texans who slipped through the cracks, due to TAA’s blunder, faxing highly sensitive Medicaid and food stamps applications into a “black hole” in Seattle.  Concurrently, we are deeply dismayed that our new system was not only unable to discover the problem, but slow to respond once notified. 

We must highlight a very obvious concern.  At this point it is unclear what work, if any, is being done by Accenture, or what, if any, "deliverables" have been delivered as promised.  It was recently reported that HHSC has already paid Accenture $91 million even though "the [call center] program is fraught with operational problems."   



As you well know, we are in difficult budgetary times.  Every dollar we spend on our health and human services is precious.  We do not have the luxury of throwing good money after bad. As recently as two years ago, Texas’ delivery of state and federal human services programs was among the best in the nation.  We consistently received enhanced funding from the federal government for timeliness and accuracy in our delivery of the critically important food stamps, Medicaid, TANF, and CHIP programs. 

In light of all of these issues, we ask you to consider the following proposal to rebuild a community-based system that works and does not waste tax dollars on broken contractual promises.  We ask you to cancel the contract with Accenture for non-performance and commit the remaining resources to rebuild the human services eligibility system that, as little as two years ago, was among the best in the country. In addition, we ask you to consider demanding that Accenture return some of the payments for which Texas has not received the products and/or services as promised.

We commend your efforts for moving in the direction of making sure our health and human services delivery system is one that works.   Please feel free to contact us with your questions or concerns.  We look forward to our continued work together.  

Sincerely,
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