
 

 

October 5, 2017 

 

Sue Birch 

Executive Director 

Colorado Department of Health Care Policy and Financing 

 

Re: Serious interChange issues remain for providers 

 

Dear Director Birch,  

 

On behalf of Alliance’s membership, I write today to express concern about ongoing issues and 

significant delays in payment that providers continue to experience months into the transition to the 

state’s new Medicaid Management Information System, the interChange.  

 

We have worked diligently with HCPF staff over the last year to assist our members in preparing for this 

transition leading up to the interChange go-live date and in resolving issues since. These efforts have 

been successful, and we sincerely appreciate the department’s cooperation and support to date. 

However, it is increasingly apparent that there is a need for more resources at HCPF and DXC to make 

systems fixes and support counties, Community Centered Boards, and providers in resolving claims 

issues.  

 

Providers are still awaiting payment for claims submitted months ago, and the amount they are owed 

increases exponentially with every passing week. As a result, providers are growing increasingly 

impatient with being expected to “float” services while waiting on hundreds of thousands of dollars in 

reimbursements and allocating significant staff time to resolving ongoing issues. Systems issues are also 

apparent in the fact that providers are receiving duplicate, and sometimes triplicate, payments for the 

same claim, which then have to be recouped by HCPF. Providers cannot use overpayments to cover 

costs because they don’t know when or how HCPF will expect repayment of these funds. One Alliance 

member is experiencing both underpayment of more than $771,000 and overpayment of more than 

$830,000, a striking example of the level of systems issues that still exist. The disruption in billing has 

created so much financial uncertainty that is has forced agencies to delay plans to hire personnel and 

expand their services.  

 

We request that HCPF take responsibility for these ongoing problems and commit to aggressively 

pursuing solutions.  First, we ask that HCPF establish a mechanism to provisionally approve and pay 

claims while claims issues are being addressed in order to mitigate the financial turbulence this 

transition has caused and ensure continuity of services. Second, Alliance members continue to receive 

confusing and often conflicting information from DXC representatives, resulting in significant delays 

and frustration. DXC should dedicate one or more help desk staff to specialize in supporting IDD 

service providers and CCBs, who experience unique and complex billing issues. Finally, HCPF should: 

dedicate additional staff resources in order to provide comprehensive training and technical support to 

counties, Community Centered Boards, and providers in how to navigate the new system; hold DXC 

accountable to providing consistent and accurate information to providers; and establish an organized 

and efficient way for providers to report issues to the correct party and get timely response and 

resolution.  



 

  

 

Alliance is willing to continue to work with HCPF toward our shared goal of ensuring continuity of 

service provision for Coloradans with IDD and the financial viability of agencies that provide these 

critical supports.  

 

Sincerely,  

 

 
 

Josh Rael, JD, MPA 

Executive Director 


