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Today’s Topics

• Background on Washington’s Medicaid HCBS program

• Our structured approach to implementing major changes:

• Leadership / sponsorship

• Integrated project management & change management

• Stakeholder engagement

• Measuring readiness & monitoring outcomes

• Creating a smooth transition to operations
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Background on Washington’s Medicaid HCBS 
program



How clients access service
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Self-Directed In-home Personal Care

• More than 40,000 clients 

• Receiving LTSS or developmental disability support needs 

• Served by 47,000 caregivers / individual providers (IPs)

• Many family members

• Diverse backgrounds, cultures, and primary languages

• Covered by a collective bargaining unit

• Annual provider turnover = 25%

• Supported by 3,000 staff
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Leveraging a Structured Approach to Change
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Multiple Efforts

3/1/2014 7/31/2022

Dec 2015 - Oct 2016

FLSA 
(Caregiver Overtime)

Apr 2018 - Jul 2022

Consumer Directed
 Employer

Mar 2020 - Dec 2021

COVID-19
Pandemic (end TBD)

May 2020 - Dec 2020

Electronic
Visit Verification

Jan 2016 - Dec 2021

Medicaid 
Transformation Demonstration

(MAC & TSOA)
Jun 2014 - May 2016

New Caregiver
Payment System

Mar 11, 2021

ARPA Signed

Jan 2015 - Aug 2015

Community 
First Choice
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Structured Approach Cornerstones

• Key Roles (Sponsor, PM, OCM)

• Representation from impacted business units 

• Governance structure and readiness metrics

• Results: increased engagement, visibility, transparency
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Leadership/Sponsorship
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Sponsorship is Key

Twenty-two years of global 

research* reveals:

• Strong sponsorship #1 

contributor to success

• Lack of sponsorship is #1 

contributor to failure

Sponsorship is multi-level 

(not just at the top) *Best Practices in Change Management, 11th Edition (Prosci®)
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Partnership: Sponsor, PM and OCM

Sponsors

Org Change 
Manager

Project 
Manager

Executive actionsExecutive decisions

Collaborative
balance
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Integrated Project and Change Management
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Integrated Project & Change
Management

✓Global Best Practice

✓Balanced Approach

✓Proven Results

Prosci® PCT™ Model



Integrated Workplan – System, Services
and Readiness
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Engaging Stakeholders
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Engaging Stakeholders

Continuous work with 

internal and external 

stakeholders and entities

Concept

Vetting

ExecutionOutcomes

Refinement
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Business Process Readiness
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Showing Engagement Results
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Measuring & Monitoring Outcomes



“We know we are ready because…..”
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Monitoring Operations Performance: Leading 
and Lagging
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From Project to Operations: How to 
Transition Well
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Transitioning Well to Operations

• Pilot: test and refine before creating a larger impact

• Structured post-implement support methodology: support 
users, identify and address common themes, reinforce the 
change

• Lessons learned: support continuous improvement of 
processes and outcomes

• Celebration: provides recognition and closure 
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Summary & Conclusion



Summary & Conclusion

• Background on Washington’s Medicaid HCBS program

• How we leverage our structured approach to major changes:
• Leadership / sponsorship

• Integrating project management and change management

• Engaging stakeholders

• Measuring and monitoring outcomes
• Creating a smooth transition to operations
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