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Background – EQA Quarterly Overview

 Why This Overview Was Created:
 The need for an EQA overview was identified following Fall 2024 discussions with County representatives, focusing on County 
Incentive scoring—specifically within the accuracy incentives. HCPF formed an internal workgroup to address accuracy in MAP 
performance measures, driven by county input and shared priorities.

 Our Goals:

● Elevate accuracy to the same level of focus as timeliness and backlog

● Share top trends for Counties and MA/EAP staff

● Highlight best practices across counties

● Support continuous improvement in HCPF’s accuracy performance measures 



What is EQA?

 Monthly Review Volume:
 120–125 eligibility determinations reviewed

 Purpose:
 Provide timely information to identify and address errors in the eligibility determination process

 MAP EQA Performance Measures:

● Incorrect Eligibility Determinations:
 Impact whether an individual qualifies for assistance (e.g., income miscalculation, incorrect household size)

● Errors Not Impacting Eligibility :
Procedural Errors Do not affect eligibility, but reflect process or documentation issues (e.g., missing case comments, late 
entries)

 Goal: 

Support accurate case processing, policy compliance, and continuous improvement



What is EQA ? 

 What is the EQA Rebuttal Process?
 Counties have the opportunity to review and dispute EQA findings before they are finalized.

 Timeline:

● Counties: Up to 10 working days to submit a rebuttal after receiving case findings

● HCPF: Responds to rebuttals by the last working day of the month in which the rebuttal was submitted

 Impact on MAP Dashboard Accuracy Performance Measures:
 Due to the rebuttal timeline, MAP Dashboard performance measures will always reflect data with a 4-month delay 
to ensure accuracy and incorporate final, validated results.



Key Resource: EQA Process Manual

What it is
The EQA Process Manual outlines our procedures and review standards, with four appendices covering review elements

What’s new:

Updated September 1, 2025, including refreshed attachments and updated appendices

Where to find it: 

https://hcpf.colorado.gov/eligibility-quality-assurance



Performance Measure 
Incorrect Eligibility Determinations 



Errors Impacting Eligibility

 What Constitutes a Error Impacting Eligibility?
 An error that results in one of the following:

● An individual is enrolled when they should have been denied

● An individual is denied or terminated when they should have been approved

● An individual is enrolled in the wrong aid code

 Why These Errors Matter:
These errors have significant member impacts (loss or delay of coverage) and potential financial 
implications for the program, making them a priority for review and correction.
**The data in slides # show the number of errors cited during a specific timeframe. It does not show the number of determinations/cases that were incorrect overall; just 
the number of errors. One case can have multiple errors.



The Most Common Three Errors Statewide

EQA review timeframes:January - June 2025
Sample Size: 611



Top Errors by Area & Root Cause

EQA review timeframes:January - June 2025
Sample Size: 611



Missing Documentation by Root Cause Explanation

EQA review timeframes:January - June 2025
Sample Size: 611



Data Entry by Root Cause Explanation

EQA review timeframes:January - June 2025
Sample Size: 611



Over Verification by Root Cause Explanation

EQA review timeframes:January - June 2025
Sample Size: 611



Income Errors by Type of Income & Root Cause

EQA review timeframes:January - June 2025
Sample Size: 611



Key Takeaways – EQA Statewide Trends

Top 3 Error Categories (33 Total Errors):

1. Income (20)
a. Most of the errors occurred on self-employment (10) and earned income (9)

1. Application Processing (8)

2. Family Planning (5)



Questions? 
 



Performance Measure 
Errors That Did Not Impact Eligibility 



Errors that Did Not Impact Eligibility
 What are Errors that Did Not Impact Eligibility?

 These are procedural errors made during case processing that did not affect the final eligibility 
decision.
  The member would have still been approved, denied, terminated, or enrolled in the same aid 
code even if the error hadn’t occurred.

 Why These Errors Still Matter:

● May affect other household members’ eligibility under certain circumstances

● Can still lead to negative impacts for the member, such as delays, confusion, or inaccurate 
records

● Highlight areas for process improvement and staff training
**The data in slides 19-24 show the number of errors cited during a specific timeframe. It does not show the number of determinations/cases that were incorrect 
overall; just the number of errors. One case can have multiple errors.



The Most Common Three Errors Statewide

EQA review timeframes:January - June 2025
Sample Size: 611



Top Errors by Area & Root Cause

EQA review timeframes:January - June 2025
Sample Size: 611



Data Entry by Root Cause Explanation

EQA review timeframes:January - June 2025
Sample Size: 611



Missing Documentation by Root Cause Explanation

EQA review timeframes:January - June 2025
Sample Size: 611



Income Errors by Type of Income & Root Cause

EQA review timeframes:January - June 2025
Sample Size: 611



Key Takeaways – EQA Statewide Trends

Top 3 Error Categories (131):

1. Income (78)

2. Case Comments (32)

3. Resources (21)



Questions? 
 



Douglas County QA Best Practices

○  Introduction to Douglas County

○  Presenters
■  Jeff Dahm — Quality Assurance Specialist

  Douglas County Human Services
■  Erin Johnson — Assistant Director

  Douglas County Human Services



QA/QC Operational Structure 



QA Pre-Authorization Process



QC Post-Authorization Process



QC Post-Authorization Review Form



 QA/QC Communication and Performance Integration

 Pre-Authorization Reviews

● Findings are shared directly with staff by their Lead or Supervisor.

● Purpose: Ensure staff understand why errors occurred and how to correct them going forward.

 Post-Authorization Reviews

● Findings are shared with Supervisors by the QA Specialist.

● Supervisors then review results with their teams, promoting shared learning and accountability.

 Performance Evaluation

● Employee accuracy rates are integrated into annual performance assessments.

● This ensures quality metrics directly influence staff evaluations and professional development.

 Leadership Communication

● Leadership regularly reinforces the importance of accuracy in Eligibility work.

● State and local statistics are reviewed and discussed to show how each role impacts overall program accuracy and outcomes.



Training, Performance, and Data Integration

 Training & Resources

● Douglas County provides comprehensive training to all Eligibility Case Managers on how to locate, read, and interpret the Colorado Code of 
Regulations. This ensures staff can accurately apply the regulations to the cases and individual situations they encounter during case 
processing. 

● In addition, Case Managers receive guidance on where to access and utilize the memo series from CDHS and HCPF to support consistent and 
compliant decision-making.

 Performance Expectations & Accountability

● Douglas County established accuracy-based performance standards and monitoring processes for the Customer Service team.

● This approach encourages teamwide accountability, reinforces buy-in, and highlights that every role contributes to case accuracy 
and program integrity.

 Data Analytics & Reporting

● The IT team developed a Power BI report that automatically scrapes and aggregates data from review forms.

● This integration enables real-time data visualization on the Power BI dashboard, improving accessibility, transparency, and 
informed decision-making.



QA/QC Process Post-Auth - BI Report Tool

2023-2024 Case Review Data



Questions?



Next EQA Quarterly Meeting

 Date: April 30, 2026
 



Thank You

For your time and commitment to quality and accuracy.

 Questions or Follow-Up?
 Please contact:

Melissa Vincent
  hcpf_moo_eqr@state.co.us

Arturo Serrano
  hcpf_mapdashboards@state.co.us


