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Performance Audit (Small): North Carolina Department of Health and Human Services NCTracks 
(Medicaid Management Information System Replacement) Pre-Implementation Audit 

The State of North Carolina spends approximately $3 billion every two years on information technology (IT) 
products and services.  
 
In 2013 and 2014 our office released unique audit reports on the State of North Carolina’s new Medicaid billing 
system (NCTracks) that have led to: 1) increased legislative awareness of the need to improve oversight of major IT 
projects in the State; 2) the Governor creating an Information Technology Innovation Center to modernize the 
State’s broken IT systems; and 3) the introduction of legislation to establish a “cooling off” period and minimize 
risks of an open revolving door in State government.  
 
The report we are submitting for consideration was the first of three reports on the NCTracks system and the first 
audit of its kind in the State. Prior to the new $484 million system going live, our office conducted a pre-
implementation audit to determine whether the NC Department of Health and Human Services (Department) had 
properly tested the new Medicaid Billing system and also conducted a review of the access security of the system. 
Our report was released in May 2013 and contained many key findings and recommendations that highlighted the 
need to make critical changes and/or adjustments prior to the system going live. 

When the system went live July 1, 2013, there were many issues such as health care providers not receiving proper 
payments leading some to face cash-flow problems and some to even stop seeing new Medicaid patients altogether. 
Additionally, a class action lawsuit was filed against the Department and vendor associated with the system. The suit 
represented approximately 70,000 providers of Medicaid services and was supported by the NC Medical Society. 

Based on the statewide impact of the pre-implementation audit we conducted, and the State’s Medicaid budget 
relying on this new system, state legislators and citizens have been interested in further information regarding 
NCTracks. Since then we have performed both a post-implementation audit and a Federal Government certification 
status audit of the NCTracks system as well. Both follow-up audits have confirmed that the State lacks proper 
oversight of its major IT projects statewide, and as a result of our work the necessary steps have now begun at the 
highest levels of our state government to determine how to effectively manage IT throughout the State.   

Background and Audit Results 

In the summer of 2013 the Department implemented NCTracks and replaced the State’s Medicaid Management 
Information System which had been in operation since 1988.  

NCTracks is a multi-payer system that facilitates provider enrollment, consolidates claims processing activities and 
supports healthcare administration for multiple divisions of the Department. NCTracks processes and pays more 
than $12 billion a year in health care claims for about 70,000 medical providers who serve approximately 1.5 
million North Carolina citizens. 

The audit found the following: 

• The Department failed to fully test the system, and the production testing process had flaws.  
• Key decisions about the addition of 1,500 user accounts and privacy and security procedures had yet to be 

made, increasing uncertainty about project readiness.  
• A vendor hired to oversee the project did not conduct independent verifications as expected by the federal 

agency that administers Medicaid, and another vendor was permitted to set its own guidelines for whether 
its work was acceptable.  

• No formal criteria exist to determine whether the new system is ready to go-live.  
 

PDF articles and CD of press coverage are enclosed to illustrate the impact of this body of work. 
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EXECUTIVE SUMMARY 
 

PURPOSE 
This audit was conducted to determine whether the Department of Health and Human Services has 
properly tested its new Medicaid computer system before it goes live on July 1, 2013.  Auditors also 
reviewed the access security of the system.   

BACKGROUND 
The Department is replacing its 25-year-old Medicaid Management Information System (MMIS).  
The replacement system – NCTracks – has been in the works for the past 4½ years.  NCTracks will 
process and pay more than $12 billion a year in health care claims for 70,000 enrolled medical 
providers who serve 1.5 million people in North Carolina.  The Department has been conducting the 
final readiness tests for the past eight months.  The audit period covered August 29, 2012, through 
March 16, 2013, the period between the start and rescheduled end dates of the main final testing 
phases.  The audit fieldwork was conducted from February 11, 2013, to March 18, 2013. 

KEY FINDINGS 
• The Department has failed to fully test the system, and the production testing process had flaws. 

• Key decisions about the addition of 1,500 user accounts and privacy and security procedures 
have yet to be made, increasing uncertainty about project readiness. 

• A vendor hired to oversee the project did not conduct independent verifications as expected by 
the federal agency that administers Medicaid, and another vendor was permitted to set its own 
guidelines for whether its work was acceptable. 

• No formal criteria exists to determine whether the new system is ready to go-live. 

KEY RECOMMENDATIONS 
• The Department should determine where gaps in testing exist and develop a plan to address 

them before go-live. 

• Key decisions regarding the access control and security environment need to be made before 
July 1, 2013. 

• The Department should review the work of vendors to ensure it will allow the State to receive 
proper certification from the federal Centers for Medicare and Medicaid Services. 

• The Department should develop an official go-live criteria framework. 

ADDITIONAL INFORMATION 
The Department’s responses indicate it has mitigated or is working to mitigate the risks identified in 
this report before the July 1 implementation date.  The complexity of the NCTracks system makes it 
impossible to predict all of the scenarios that could impact the project, even after it is tested in 
accordance with industry best practices. 
 
 

Key findings and recommendations are not inclusive of all findings and recommendations in the report.



 
Beth A. Wood, CPA 

State Auditor 
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May 22, 2013 

The Honorable Pat McCrory, Governor 
Members of the North Carolina General Assembly 
Mr. Chris Estes, State Chief Information Officer 
Dr. Aldona Wos, Secretary, Department of Health and Human Services 
Mr. Joseph Cooper, Jr., Chief Information Officer, Department of Health and Human Services 
Ms. Angeline Sligh, Director, Office of Medicaid Management Information System Services 

 

Ladies and Gentlemen: 

We are pleased to submit the results of our performance audit of information technology 
controls titled Department of Health and Human Services, NCTracks (MMIS Replacement) - 
Implementation.   
On July 1, 2013, the North Carolina Department of Health and Human Services is scheduled 
to transition and go-live with NCTracks – the new replacement Medicaid Management 
Information System.  The audit objectives were to determine (a) whether the pre-
implementation user acceptance testing and production simulation testing of the new system 
was adequate and sufficient and (b) if the Department established access controls in 
NCTracks that meet statewide security standards. 

The Office of the State Auditor initiated this audit to identify improvement opportunities for 
NCTracks prior to go-live.   

The Department was presented in advance with the findings and recommendations on March 
27, 2013, and reviewed a draft copy of this report.  The Department’s written comments are 
included in the appendix. 
We wish to express our appreciation to the staff of the Department and the Office of Medicaid 
Management Information System Services for the courtesy, cooperation, and assistance 
provided us during the audit. 

Respectfully submitted, 

 
Beth A. Wood, CPA 
State Auditor 
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PERFORMANCE AUDIT 

BACKGROUND 

On July 1, 2013, the North Carolina Department of Health and Human Services (the Department) 
is scheduled to transition and go-live with NCTracks – the replacement system for the Medicaid 
Management Information System.  The State’s current Medicaid Management Information 
System (MMIS) has operated since 1988, when it was purchased from HP Enterprise Services.  
NCTracks is a multi-payer system that will facilitate provider enrollment, consolidate claims 
processing activities, and support healthcare administration for multiple divisions of the 
Department.  NCTracks will process and pay more than $12 billion a year in health care claims 
for about 70,000 medical providers who serve approximately 1.5 million North Carolina citizens.  
 
This new system was designed and developed based on a $265 million contract awarded to 
Computer Sciences Corporation (vendor or CSC) in December 2008.  Initially, the contract 
established a fully implemented go-live date of August 2011 for the new system.  However, in 
July 2010, the vendor notified the Department that it would not be able to meet the established 
go-live date and requested an extension.  After lengthy negotiations, the Department approved a 
contract amendment in July 2011 that granted an 18-22 month extension to build the system, 
increased the contract price from $265 million to $484 million, and extended the operational 
contract an additional two years to 2020. 
 
In December 2012, the Department approved a third contract amendment that changed the 
targeted system operational readiness date from February 28, 2013, to July 1, 2013.  This initial 
readiness date, by which the new system was set to be operational as a whole and capable of 
generating official data, was changed to accommodate various legislative and regulatory 
mandates that arose after May 31, 2012.  Per the amendment, the vendor will achieve operational 
readiness only after the State has accepted the final milestone or deliverable for the design, 
development, and installation phase of the project, and after user acceptance testing and 
production simulation testing have been completed to the State's reasonable satisfaction. 
 
The Department’s Office of Medicaid Management Information System Services (OMMISS) is 
responsible for providing central oversight of the NCTracks implementation and managing 
activities and vendors involved in the development and testing of the new system. 
 
The federal government currently funds up to 90% of the costs associated with NCTracks.  Once 
it goes live, the federal government is expected to pay 50% of its operational costs.  This 
percentage would increase to 75% if the system is certified by the federal Centers for Medicare 
and Medicaid Services (CMS).  Per the existing contract, the vendor is expected to assist the 
State in achieving federal certification for NCTracks within one year of the operational start date.  
 
North Carolina contracts with HP Enterprise Services to operate the State’s MMIS, the existing 
Medicaid claims payment system.  On February 28, 2013, the Department gave HP notice of 
termination of this contract effective July 7, 2013, having found that termination of the contract 
will serve the best interests of the State. 
 

A list of key terms and definitions used in this report and additional background material are 
included in the appendix to assist the reader in understanding the NCTracks environment.
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PERFORMANCE AUDIT 

OBJECTIVES, SCOPE, AND METHODOLOGY 

The audit objectives were to determine if the pre-implementation user acceptance testing (user 
testing or UAT) and production simulation testing (production testing or PST) of the new system 
were adequate and sufficient, and whether the Department had established access controls in 
NCTracks that meet statewide security standards.  The core questions for user testing and 
production testing included:  

• Were all of the original user and production tests performed? 
• Are testing results valid? 
• Were any key testing processes omitted? 

 
The Office of the State Auditor initiated this audit as part of an effort to examine and identify, 
prior to go-live, key improvement opportunities for NCTracks.   
 
The audit scope included a review of the main pre-implementation user and production testing 
phases and their results and a review of NCTracks access control policies and procedures.  The 
audit period covered August 29, 2012, through March 16, 2013, the period between the start and 
rescheduled end dates of the main user and production testing phases.  Fieldwork was conducted 
from February 11, 2013, to March 18, 2013. 
 
To accomplish the user and production testing audit objectives, auditors gained an understanding 
of the NCTracks testing plans and procedures, interviewed Department administrators, 
interviewed Division of Medical Assistance, Division of Mental Health, and Division of Public 
Health personnel, and individual testers, reviewed appropriate technical literature, and inspected 
computer-generated test case reports.  Auditors also performed a gap analysis to identify whether 
existing user acceptance and production simulation testing activities were sufficient to achieve 
key control objectives specified by the COBIT 5 framework.1   
 
To accomplish the access control audit objectives, auditors gained an understanding of 
NCTracks access control policies and procedures currently in place and planned for go-live, 
interviewed key system administrators at the Department and CSC and other personnel, 
examined projected system configurations, and reviewed appropriate technical literature. 
 
To gain an understanding of the overall project management and oversight processes for the 
development and implementation of the new system, vendors and key personnel at the 
Department and at the State’s Enterprise Project Management Office were interviewed.  Auditors 
also reviewed organizational charts, reviewed vendor contracts, analyzed monthly and weekly 
vendor reports, and used the state’s project portfolio management (PPM) tool. 
 
As a basis for evaluating user testing and production testing, guidance contained in the COBIT 5 
framework issued by ISACA was applied.  COBIT 5 is a comprehensive framework that assists 
enterprises in achieving their objectives for the governance and management of enterprise 
information and technology assets (IT).  This framework helps enterprises create optimal value 

1 A comprehensive framework that assists enterprises in achieving their objectives for the governance and 
management of enterprise information and technology assets. 
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PERFORMANCE AUDIT 

from IT by maintaining a balance between realizing benefits and optimizing risk levels and 
resource use.  COBIT 5 enables IT to be governed and managed in a holistic manner for the 
entire enterprise, taking in the full end-to-end business and IT functional areas of responsibility, 
considering the IT-related interests of internal and external stakeholders.  
 
As a basis for evaluating general access controls, the guidance contained in The State of North 
Carolina Statewide Information Security Manual, which provides the foundation for information 
technology security for North Carolina state agencies, was used.  It sets out the standards 
required by G.S. §147-33.110, which directs the State Chief Information Officer to establish a 
statewide set of standards for information technology security to maximize the functionality, 
security, and interoperability of the State’s distributed information technology assets.  The 
security manual sets forth the basic information technology security requirements for state 
government. 
 
This performance audit was conducted in accordance with generally accepted government 
auditing standards.  Those standards require that auditors plan and perform the audit to obtain 
sufficient, appropriate evidence to provide a reasonable basis for findings and conclusions based 
on the audit objectives.  The Office of the State Auditor believes that the evidence obtained 
provides a reasonable basis for the findings and conclusions based on the audit objectives. 
 
This audit was conducted under the authority vested in the State Auditor of North Carolina by 
North Carolina General Statute §147.64. 
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FINDINGS AND RECOMMENDATIONS 

FINDING #1:  HUNDREDS OF CRITICAL USER TEST CASES WERE NOT EXECUTED 

User Acceptance Testing (UAT): A key subphase of testing that provides DHHS users the 
opportunity to test, review, and accept system components.  The overall goal of UAT is to 
demonstrate that NCTracks meets the detailed functional requirements and specifications of the 
business processes. 

 
NCTracks has not been fully tested to confirm that it can produce and support the most critical 
business functions:    

(1) All critical priority test cases were not executed  
(2) All key user role test cases were not fully executed  
(3) Integrated test documentation does not exist 
 

If user acceptance testing is accepted without addressing these issues, a high risk exists that 
critical NCTracks functions could have major errors on go-live and possibly lead to a delayed 
CMS certification of the system. 
 
The Department did not provide adequate oversight during user testing.  By failing to track and 
ensure that all critical priority test cases were executed, the Department lacks sufficient 
information to assess whether NCTracks meets the requirements of its users. 
 
The State of North Carolina Statewide Information Security Manual, states that Agencies shall 
develop a process to ensure that new systems and equipment are fully tested and formally 
accepted by users before management accepts the systems and places into the operational 
environment. 2 

 
The ISACA COBIT 5 Framework states that organizations should undertake all tests in 
accordance with the test plan,3 that the test plan reflects an assessment of risk, and that all 
functional and technical requirements are tested.4 
 

Not All Critical Priority Test Cases Were Executed 

During user acceptance testing that began on August 29, 2012, and ended on the rescheduled 
date of March 1, 2013, all 834 critical priority test cases that had been planned were not 
executed.  As a result, at the completion of the main testing phase, the pass/fail status of 285 
critical test cases was unknown.   
 
The types of critical priority test cases that were not executed involved various Department 
business process categories, including: Rx claims, provider, recipient, financial, managed care, 
and medical claims.  See Appendix A for a breakdown on the number and types of critical test 
cases not executed. 
 

2 Section 050104, Testing Systems and Equipment 
3 Management Practice BAI03.08, Execute Solution Testing 
4 Management Practice BAI07.03, Plan Acceptance Tests 
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Shortly after user testing began, the Department determined that it would not be able to execute 
all the test cases that had been developed as testing proceeded slower than expected due to 
various complexities, such as: 

• UAT testers having to assume the role of a provider and input their own data 
• Data mining was insufficient for the Division testers 
• User role access issues prevented proper access to testing 
• Changes to test data required testers to re-start tests 
• Not all test functionality was available 

 
As a result, the Department decided to assign priorities to all test cases and focus on those cases 
that were most critical (i.e., Priority 1 and 2).  However, the Department did not track and did not 
assess the actual execution of critical test cases.  Instead, the Department focused primarily on 
the reporting and assessment of test defects in order to meet UAT acceptance criteria. 
 
According to the Department, test cases assigned a Priority 1 or 2 were absolutely required to be 
tested and were thus considered “Critical” test cases.  UAT testers and key personnel throughout 
the Department indicated that they were not aware that test cases had been assigned a priority. 
 
The methodology used by the Department to establish this approach consisted of five priorities, 
which were poorly defined as there was no clear distinction among the first three priority 
definitions. 
 

UAT Test Case Priority Definitions Used by the Department 

Priority 1 
Most critical test cases; those to be tested in Round 1 of testing.  These test cases 
would include items that must be tested to confirm that the system can 
produce/support the most critical functions. 

Priority 2 
These are critical test cases; those to be tested in Round 2 of testing.  These test 
cases would include items that must be tested to confirm that the system can 
produce/support the critical functions.  

Priority 3 
Less critical test cases; those to be tested in Round 3 of testing.  These test cases 
would include items that must be tested to confirm that the system can 
produce/support the critical functions. 

Priority 4 The test cases in this ranking would be those that would be tested as time permits.  

Priority 5 These test cases are essentially duplicate test cases and there would be no need to 
test these at all. 

 

NCTracks User Roles Not Fully Tested and Key Tests Failed 

During the User Acceptance Testing (UAT) phase that began August 29, 2012, and ended on the 
rescheduled date of March 1, 2013, not all of the user roles that will be part of the NCTracks 
system on go-live were tested.  If the Department does not address this issue before go-live, there 
is a high risk that users will not have the appropriate access needed to do their jobs. 
 
At the time of this audit, the likelihood of this type of complication to occur is high based on the 
feedback of various UAT testers who encountered user role access issues while conducting tests 
and assessing the system for the first time.  Complications with user role access could lead 
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system administrators and authorizing managers to bypass internal controls by granting “super-
user” access to process claims. 
 
The NCTracks system will use a new security approach that incorporates Role Based Access 
Control (RBAC), which means that all NCTracks users will obtain access to the new system 
based on assigned “user roles” tied to their job functions.   
 
At the end of user testing, February 22, 2013, a test case report showed that many of the 
NCTracks user role test cases were not executed.  On March 22, 2013, an updated test case 
report showed that user role test case statistics had not changed.  User Acceptance Test reports 
also show that user role test cases were not assigned a priority even though all test cases were 
supposed to have received one. 

 
Status of NCTracks “User Role” Test Cases as of February 22nd 

Type of User Role Test Case Total Number of 
Test Cases 

Number of Test 
Cases 

 “Not Executed” 

Number of 
Executed Test Cases 

in “Failed” Status  
“Role Provisioning” 94 78 13 

“Role Validation” 48 32 3 

“Fiscal Agent User Access” 78 78 n/a 

“Adding And Removing Roles To 
An Existing State User” 109 63 11 

Source: SILK computer-generated report 
 
Analysis at the end of the user acceptance testing phase also indicates that three key user role test 
cases were performed but failed the test: 

• Adding a New State User - With Valid State NCID 
• Terminate a State User 
• Create New User - Individual Currently Enrolled Provider 

 
During interviews with UAT testers from different DHHS divisions, testers indicated that user 
role access issues were encountered while conducting tests and assessing the NCTracks system 
for the first time.  This issue was documented in the UAT Lessons Learned file that the 
Department created after the user acceptance testing period ended March 1, 2013.  In the 
document, the Department identified user provisioning as a problem that “impacted what the 
users could access.”  In the Lessons-Learned document, the feedback from DHHS division users 
included: 

• “Role definitions were not set for the users to do the testing they needed to 
accomplish.” 

• “Users need to be assigned the correct roles…Divisions need a process to 
define the roles that are needed.” 

• “Roles may not have been sufficiently tested by the divisions.” 
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FINDINGS AND RECOMMENDATIONS 

• “Concern that they [users] are testing parts of the system without the 
appropriate roles.  Users think that they needed superuser [access] just to 
complete their testing and avoid any problems.” 

• “Divisions may need to test more security roles.” 
 

Lack of Integrated Documentation To Ensure All Requirements Were Tested 

The Department cannot show whether NCTracks will function in accordance with system 
requirements in a manner to meet business requirements.  The Department does not have 
integrated documentation that shows that all NCTracks functional requirements were tested.  
Overall, test documentation exists but is not linked or integrated clearly to NCTracks 
requirements.  Lacking integrated documentation risks substantial system errors that could delay 
federal CMS certification.  Without a detailed analysis of which requirements were not tested, it 
is difficult to determine the actual impact. 
 
The Department confirmed that integrated documentation is not a goal of user acceptance testing.  
However, the NCTracks Master Test and Quality Assurance Plan (MTQAP) states that UAT test 
cases are to be “written to assure, via the RTM, that each requirement listed is tested and 
functionality successfully verified.” 
 
User acceptance testing focused on linking business processes, rather than functional 
requirements, to test cases.  The Department uses a master requirements traceability matrix 
(RTM) to trace NCTracks requirements to Department business processes.  The Department uses 
technical design documents that link business processes to each of the system builds.5  Test cases 
from previous phases, such as build system integration testing, were mapped to requirements.  
Test cases for user acceptance testing, however, are mapped to business processes and not back 
to the NCTracks requirements.  These documents are not integrated and cannot be used to easily 
trace NCTracks requirements directly to their associated user acceptance test cases.  As a result, 
the Department’s documentation approach does not allow one to assure that each requirement 
was tested and that its functionality has been successfully verified. 
 
Recommendations: 

1. The Department should review the high priority test cases that were not executed and 
assess against the “Gap List” that will be used to determine and schedule test cases 
during the user acceptance testing in May.  

2. The Department should develop, prior to go-live, a comprehensive user acceptance 
testing “scheduled vs. not executed” test case report and this report should be available to 
all department NCTracks stakeholders. 

3. The Department should test, during the user acceptance testing in May, all NCTracks 
user role test cases that have not been executed.   

4. A report that shows the status of all user role test cases should be developed and shared 
with all the authorizing managers of the new system prior to go-live.   

5 NCTracks was developed based on an iterative design, which included 15 unique builds that were tested 
individually. 
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5. NCTracks accounts for Department users should be created with enough time prior to 
July 1, 2013, to allow all the new system users to view and test their own level of access 
and request necessary adjustments. 

6. The Department should continue to work with providers to ensure that they understand 
the user role and access control process on go-live. 

7. The Department should integrate, in a traceable manner, all the documents about 
NCTracks requirements, business processes, test builds, and test cases.   

8. Once requirements are linked to test cases, the Department should re-evaluate user 
acceptance testing results to assess whether or not all NCTracks functional requirements 
were tested. 

FINDING #2:  PRODUCTION SIMULATION TESTING PROCESS FLAWED 

Production Simulation Testing (PST): The final subphase of testing, the overall goal of PST 
is to demonstrate that the NCTracks system is ready to support production operations. 

 
Serious flaws exist in the production testing process that began on August 29, 2012, and ended 
on the rescheduled date of March 16, 2013.   

(1) Acceptance criteria for NCTracks was not established before production testing 
(2) The vendor building NCTracks developed the acceptance criteria  
(3) A detailed and integrated test plan with test benchmarks was not created 
(4) The severity of test defects identified was not reviewed and assessed jointly with 

the vendor.  
 

Inadequate oversight of production testing by the Department risks the readiness of NCTracks to 
fully support production operations.  As a result of not having a defined test plan and testing 
acceptance criteria, the Department relied solely on the vendor.  This increases the risk that the 
Vendor underreported the severity of defects to meet acceptance criteria and could lead the 
Department to inadequately assess the overall production system testing and encounter issues on 
go-live. 
 
No Established Acceptance Criteria Before Vendor Began Testing 

Acceptance Criteria: Defines the requirements that must be met before the Agency agrees that 
the vendor has successfully completed their contractual obligations for a project phase. 

 
The Department did not have formal criteria in place to accept the system for production before 
CSC (the vendor) began testing.  By not having any criteria in place before testing, there is a risk 
that criteria developed later would align with the test results rather than production requirements. 
 
Production testing began on August 29, 2012, and ended on the rescheduled date of March 16, 
2013.  Formal acceptance criteria for production simulation testing was not established until the 
last week of the testing phase. 
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The ISACA COBIT 5 Framework states that organizations should “Ensure that the test plan 
establishes clear criteria for measuring the success of undertaking each testing phase.  Consult 
the business process owners and IT stakeholders in defining the success criteria.”6 
 
Acceptance Criteria Was Proposed by the Vendor 

The Department created a conflict of interest for CSC (the vendor), by asking the vendor to 
propose the acceptance criteria for production testing.  This conflict risks the credibility of test 
results and operational readiness of the system to go-live. 
 
The conflict exists because the vendor built the system, tested it, and proposed the criteria for the 
Department to accept the system’s production readiness.  Contracting agencies normally develop 
acceptance criteria in consultation with business process users.   
 
Formal acceptance criteria for production testing was proposed and submitted by the vendor to 
the Department on March 6, 2013.  The criteria proposed was reviewed and accepted by the 
Department without any major modification.  A review of the acceptance criteria showed that it 
contained those activities that CSC had reported to the Department throughout production 
testing. 
 

Lack of Clear Test Benchmarks 

Clear benchmarks to measure test results were lacking because the Department did not have a 
fully defined test plan for production simulation testing.  According to the Department, a formal 
test plan was not established as it was not considered a contract deliverable.   
 
By not having an integrated test plan with easily accessible documentation on the benchmarks 
used to assess the various types of tests conducted, the Department cannot show what test 
success was measured against.  As result, it is difficult to assess whether the NCTracks system is 
fully ready to support production operations.   
 
Two documents7 developed by the vendor provided the name and a general description of 11 
types of tests that were to be conducted during production testing.  However, these documents 
did not contain details about the specific tests included under each test type nor did they contain 
any benchmarks for success.  Furthermore, the names of the 11 test types did not always match 
the vendor test reports. 
  
The Department noted that even though there was no clear documentation that showed what the 
testing benchmarks were, they believed that CSC (the vendor) was properly assessing NCTracks 
because the vendor would be the main user. 
 
During the audit, auditors asked for the benchmarks used to assess the various production 
simulation tests.  The Department indicated that some of the benchmarks were based on the 

6 Management Practice BAI07.03, “Plan Acceptance Tests” 
7 The two main sources of documentation that described production testing activities were developed by the vendor.  
This documentation included a high-level Master Test and Quality Assurance Plan (MTQAP or test plan), updated 
in November 2012, and a PowerPoint presentation called “PST Preparation Activities”, delivered in July 2012. 
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contract and the service level agreement that they had established with CSC, and as a result, the 
benchmarks were not easily accessible.  
 
Vendor test reports do not explain or provide any information as to what the benchmarks were 
for each type of test.  The only exception auditors found were the comparative claims tests, 
which do provide a clear benchmark to measure the success of pharmacy and dental comparative 
claims. 
 
The ISACA COBIT 5 Framework states that organizations should “Create an integrated test plan 
that will enable the creation of suitable testing and simulation environments to help verify that 
the solution will operate successfully in the live environment and deliver the intended results and 
that controls are adequate.”8  The Framework further states that organizations should “Ensure 
that the tests and anticipated outcomes are in accordance with the defined success criteria set out 
in the testing plan.”9  
 
Inadequate Oversight of the Severity Classification of Test Defects 

Test defect:  A term used if discrepancies exist between the predicted test results and the actual 
test results. 

Test severity level:  A priority code assigned to a test defect that alerts staff to the relative 
need of immediate action to correct the defect. 

 
During the production simulation testing that began on August 29, 2012, and ended on the 
rescheduled date of March 16, 2013, the Department did not review and assess jointly with CSC 
(the vendor) the severity of test defects identified during testing.  When asked why this type of 
oversight was not in place, the Department indicated it planned to review and assess the overall 
production simulation testing phase once it was fully completed.  
 
During production testing, identified test errors were tracked by the vendor as defects and 
classified using one of five severity levels.  Overall, test defects were classified with a severity 
level and managed through resolution by the vendor without any assessment from the 
Department.   
 
The vendor did provide the Department with weekly dashboard reports and comprehensive status 
reports at the end of each of the four production testing cycles.  However, other than receiving 
and reviewing these formal status reports, which included statistics on the number of defects and 
their severities, the Department did not participate in assessing and establishing the severity 
classifications or manage the processing of testing defects.  
 
The ISACA COBIT 5 Framework states that organizations should “Review the categorised log of 
errors found in the testing process by the development team, verifying that all errors have been 
remediated or formally accepted,” and “Identify, log and classify (e.g., minor, significant, 
mission-critical) errors during testing.  Repeat tests until all significant errors have been 
resolved.  Ensure that an audit trail of test results is available.  Communicate results of testing to 

8 Management Practice BAI03.07, Prepare for Solution Testing 
9 Management Practice BAI07.05, Perform Acceptance Tests 
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stakeholders in accordance with the test plan to facilitate bug fixing and further quality 
enhancement.”10 
 
Recommendations: 

1. The Department should develop documentation that clearly identifies the benchmarks for 
tests conducted during the production simulation testing phase.   

2. The Department should evaluate final production simulation test results against 
benchmarks. 

3. The Department should revisit the current acceptance criteria for the production 
simulation testing phase and receive formal approval by the NCMMIS+ Program 
Steering Committee. 

4. The Department should assess final production simulation test results against the revised 
production simulation testing acceptance criteria. 

5. As part of the production simulation testing deliverable review, the Department should 
conduct a review of all open test defects and their assigned severities before production 
testing is accepted. 

FINDING #3:  INDEPENDENT ASSESSMENTS ARE FLAWED AND PUT SYSTEM 
READINESS AT RISK 

 
During the user acceptance testing and production simulation testing phases, Maximus, the 
independent verification and validation (IV&V) services vendor, relied exclusively on the test 
result reports of other vendors to conduct its own test case analysis.  By relying on other vendors, 
Maximus did not minimize system implementation risks as required by the federal Centers for 
Medicare and Medicaid Services (CMS).   
 
In addition, the state’s Enterprise Project Management Office (EPMO) has not assessed the 
NCTracks project properly as a result of having: (1) inflexible project indicator guidelines, and 
(2) a weakness in its project portfolio management tool.  By consistently rating the overall 
NCTracks project as “Green”, even though it has warranted “Yellow” ratings at times, EPMO 
has increased the perception that this project has no issues or risks as it nears go-live.  
 

 

 

 

 

  

10 Management Practice BAI07.05, Perform Acceptance Tests 
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Questionable Oversight of UAT and PST by the Independent Verification and Validation 
(IV&V) services Vendor 
 

Independent Verification and Validation (IV&V) Contractor:  “Conducts IV&V 
Assessments. Technically, managerially, and financially independent of any party affiliated 
with the business application or infrastructure being tested.  Identifies potential improvements 
or identifies problems before they occur.”  -CMS 

 
During the user acceptance testing and production simulation testing phases, Maximus, the 
independent verification and validation (IV&V) vendor, relied exclusively on the test results 
reports of other vendors to conduct its own test case analysis.  By relying on the test result 
reports of other vendors, Maximus did not help minimize system implementation risks as 
required by the Centers for Medicare and Medicaid Services (CMS).   
 
The Department’s approval and justification memo in support of a contract for independent 
verification and validation services, written in 2009, states, “CMS requires [IV&V] services and 
requests that they be performed by an independent vendor to help minimize system 
implementation risks and facilitate a successful implementation and the required CMS 
certification for the MMIS.”  By not conducting independent verification and validation analysis 
during the user and production testing phases, Maximus was not aware of key issues regarding 
the testing environment. 
 
To report on user and production testing, Maximus requested and used reports from SLI, the test 
management services vendor, to analyze user testing and used CSC reports to analyze production 
testing.  According to Maximus staff, they do have access to SILK, the test repository tool in 
which they can conduct independent user test case analysis and production test defect analysis, 
however, they do not use it as it has a “limited capability” for them. 
 
To the contrary, the SILK tool provided valuable insight into the actual status of each test case.  
For example, basic analysis using SILK showed that as of February 22, 2013, there were more 
than 2,000 test cases that were in a “Not Scheduled” category and had not been executed.  When 
informed about this, Maximus was not familiar with the “Not Scheduled” category or the number 
of test cases in it.  Additionally, when asked about the priority of several test cases, Maximus 
staff indicated that they were not aware that user test cases had been assigned priorities.  
 
The North Carolina Enterprise Project Management Office (EPMO) Director, to whom the 
Maximus staff reports, acknowledged that Maximus relies exclusively on the reports of other 
vendors to conduct its own test case analysis.  EPMO indicated that the only way Maximus could 
have done an independent test case analysis during the user and production testing phases would 
have been if EPMO had asked for one, which it did not request, as it would have required 
additional financial and personnel resources.  The last time that EPMO requested an independent 
“ad-hoc report” was in 2012, when Maximus conducted a user acceptance testing readiness 
assessment to determine if all factors required for the successful launch of user testing had been 
met or were in place.  The next formal independent review that EPMO is expecting Maximus to 
conduct is a review of the CSC final user and production testing contract deliverables, to take 
place in March and April. 
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A review of the Maximus contract found that it did not specify test activities that Maximus was 
to independently verify and validate during the user acceptance testing and production simulation 
testing phases.  According to the contract objectives and technical duties identified in Section 1.3 
and 1.8 of the RFP:  

“The State expects the vendor to perform technical, business and process reviews 
under the Contract, providing continuous, on-site monitoring and assessment of 
development and project management activities performed under the development 
contracts.  As stated in Section 1.3 of the RFP, the Vendor shall not lead nor 
perform independent, broadbased test management activities (leading/performing 
the planning, execution, and reporting of system/user testing); however, the 
monitoring and auditing of test activities, and targeted testing for specific 
assessments, if proposed by the Offeror in its solution, shall be considered.  At a 
minimum, the Vendor shall perform the following IV&V activities for each 
project within the NCMMIS+ Program [among other things]: 

• Perform process and management-level assessments to identify deviations 
from established plans and processes” 

 
The independent verification and validation (IV&V) plan developed by Maximus also noted that 
statement and indicated “However, the IV&V Team will conduct IV&V monitoring and high-
level auditing of test management activities, as well as conduct targeted testing for claims 
payment accuracy.”   
 
In the IV&V Plan, there is also a Testing Checklist that serves as “a tool that will be customized 
for the IV&V Team to use through the various phases of testing to help ensure that testing 
activities have been finished, reviewed, and signed off so that tested software is ready for 
implementation.”  Two key items contained in this checklist include “Adequacy” (i.e., is the 
testing adequate to verify the functionality of the software product?) and 
“Verifiability/Testability” (i.e., has the necessary testing been established to validate that the 
project requirements have been met?).   
 
By not conducting independent verification and validation analysis during user testing, the 
monitoring and high-level auditing of test activities by Maximus is questionable, especially 
considering that they were not aware of key details and issues regarding the user acceptance test 
case environment.  
 
According to federal regulations11 the “Independent Verification and Validation efforts must be 
conducted by an entity that is independent from the State (unless the State receives an exception 
from the Department [U.S. Department of Health and Human Services]) and the entity selected 
must [among other things]:  

(4) Conduct an analysis of past project performance sufficient to identify and 
make recommendations for improvement. 
(5) Provide risk management assessment and capacity planning services.” 

 

11 Code of Federal Regulations, 45 CFR 95.626, Independent Verificaiton and Validation 
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Overall, by relying on the test result reports of other vendors and not monitoring user test case 
details using the SILK tool, Maximus did not minimize system implementation risks.  The main 
reason independent test case analysis of user and production testing did not occur was because 
the technical duties outlined in the contract did not enforce the independent monitoring and 
auditing of test activities. 
 

Flawed Monthly Assessments by the NC Enterprise Project Management Office 

The state’s Enterprise Project Management Office (EPMO) has not assessed the NCTracks 
project properly during its monthly assessments as a result of having inflexible project indicator 
guidelines and a weakness in its project portfolio management (PPM) tool.  By consistently 
rating the overall NCTracks project as “Green” for the past 12 months, EPMO has bypassed the 
development of formal corrective action plans and has increased the perception that this project, 
with a compressed timeline, has no issues or risks as it nears go-live. 
 
All North Carolina IT projects of $500,000 or more and approved by the State Chief Information 
Officer, are required to have monthly project status reports.  These monthly reports are 
completed by the agency and submitted to EPMO using the online and centralized PPM Tool.  
The EPMO Quality Assurance (QA) staff is responsible for reviewing each month the 
comprehensive project status report submitted by the agency.  During this review, an assessment 
is made by the QA staff to determine the status (i.e., Green, Yellow, Red) of the following eight 
project indicators:  

• Overall 
• Project Funding 
• Phase Cost  
• Project Scope 
• Phase Milestones 
• Project Staff Utilization 
• Project Issue and Risk Management  
• Project Status Reporting 

 
Based on EPMO guidelines, in order for a project to receive an Overall rating of “Green” no 
more than one of the following three indicators must be “Yellow”: 

• Phase Milestones 
• Phase Cost 
• Project Scope 

 
NCTracks has received a “Green” rating for the overall project for the past 12 months.  During 
this time, EPMO has consistently assessed the NCTracks Phase Milestones as “Green”, the 
Phase Cost as “Green”, the Project Scope as “Green”, and the Project Issue and Risk 
Management as “Green.”  The last time that the EMPO staff reported a concern for Phase 
Milestones was in 2011. 
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The fact that the NCTracks project has consistently been rated “Green” in these areas for the past 
year is a concern based on recent major NCTracks project developments, the EPMO use of 
inflexible project indicator guidelines, and a known weakness in its project portfolio 
management tool that affects the overall assessment of NCTracks.  If assessed properly, the 
NCTracks project would have occasionally received an overall “Yellow” rating, resulting in a 
formal letter from the EPMO Director to the Department Project Manager and leading to the 
development of documented corrective action plans. 
 
According to EPMO staff, the group has no flexibility in determining the color of a project status 
indicator, as the established guidelines are in fact the rules that dictate the overall color ratings.  
This approach contradicts the EPMO note on the Project Status Guidelines document that states 
that the definitions “are a guideline for EPMO staff to be used in project assessment activities.”  
As a result, EPMO assesses the project solely based on the information that the agency self-
reports on a monthly basis.  
 
Additionally, there is a weakness in the phase milestones portion of the EPMO online PPM tool.  
This weakness does not allow EPMO staff the ability to conduct proper and standard assessments 
of the overall project milestones.  Specifically, the PPM tool does not allow agencies to input an 
end date for project milestones, the only options are “Planned Date” and “Forecast Date.”  As a 
result, EPMO staff determines the phase milestones of a project to be “Green” as long as the 
agency has identified milestones, has updated the dates of milestones if they were not met, and 
provided a general update in the tool’s accomplishment section.  EPMO staff indicated that they 
have no way of knowing if the agency self-established milestones are correct or knowing what 
the actual risk or impact is if milestones are not met. 
 
Furthermore, there is also a weakness in the risk assessment portion of the PPM tool.  A review 
of the NCTracks project using the tool showed that the project’s risk assessment had not been 
updated since 2009.  As a result, the NCTracks project is currently rated as having a “Medium” 
risk.  Analysis of the risk assessment questions indicate that the NCTracks project should be 
rated as having a “High” risk.  According to EPMO, risk assessments do have a weakness 
because current processes only require program managers at the agency to update the overall risk 
assessment of a project when they are moving from one of the three information technology (IT) 
project workflow phases to another (i.e., Execution and Build to Implementation).  Overall, 
agencies are currently not required to update the risk assessment portion of the PPM tool on a 
regular basis. 
 
Recent major NCTracks project developments that also call into question the overall “Green” 
assessments of NCTracks involve the third contract amendment, between the Department and 
CSC, established in December 2012.  As a result of this amendment, the scope and key project 
milestones of the project were changed significantly six months prior to go-live and without 
extending the go-live date, thus compressing the overall schedule.  NCTracks is scheduled to 
undergo additional changes to its overall design almost three months before the established go-
live date in order to implement almost 40 major change service requests (CSRs).  Overall, the 
amendment: 

• Shifted the initial operational readiness date (February 28, 2013) to be the 
same as the go-live date (July 1, 2013) 
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• Extended the end dates of the user and production testing phases 
• Added a critical mini-user testing phase to start and end in May (i.e., ending 

just 30 days prior to go-live) 
• Required the Department to push back the dates that it had originally set with 

EPMO to move from the NCTracks project from the execution and build 
phase to the implementation phase 

 
Recent project issues and risks that call into question EPMO’s overall “Green” assessments of 
NCTracks include:  

• Major key personnel transition and staff turnover six months prior to go-live 
• At the end of the initial user acceptance testing phase, acceptance criteria was 

not met and the phase required a one week extension 
• Production simulation testing did not have any formal acceptance criteria in 

place until the last week of the testing phase 
• Formal Go/No-Go criteria for the overall system has not been established 
• CSC has reported and rated the NCTracks cost performance and schedule 

performance of some months as “Yellow” 
• Maximus has provided recent monthly assessments that consider the overall 

NCTracks project to be “Yellow” 
 
Overall, auditors found that based on the EPMO indicator guidelines, the NCTracks project will 
be rated overall as “Green”, regardless of what the risk is, as long as the agency self-reported 
issues and risks have corrective action plans and the agency has updated the milestone dates that 
it did not meet.  
 
During the audit, the EPMO Director indicated that EPMO is preparing for the installation of a 
new system that will replace their project portfolio management (PPM) tool.  According to the 
Director, this upgrade will provide EPMO the opportunity to update various project management 
indicators and guidelines, and will improve the overall oversight of State IT projects. 
 
Recommendations: 

1. The Department and EPMO should review the Maximus contract to assess work 
deliverables and identify improvement areas and current limited capabilities to monitor 
and require that Maximus provides an effective and independent service that will 
facilitate the required CMS certification for NCTracks. 

2. EPMO should request, based on the findings of this report, that Maximus conduct an 
independent assessment of test cases executed during the user acceptance testing in May 
and deliver an “ad-hoc report”. 

3. EPMO should adjust the frequency in which all major state IT projects are required to 
complete their overall risk assessment so that it occurs on a quarterly basis rather than 
waiting for a project to move to a new phase. 

4. EPMO should develop additional enterprise criteria and enhance processes to assist in 
effectively assessing all state IT projects that are within six months of go-live.  
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FINDING #4:  ACCESS CONTROL AND SECURITY ENVIRONMENT AT RISK ON GO-
LIVE 

  
The Department has not made key decisions that are necessary for the proper implementation 
and documentation of the access control and security environment of NCTracks.  This could lead 
to a delayed and insecure implementation of the NCTracks system. 

(1) How to create approximately 1,500 Department and non-state user accounts for 
go-live 

(2) How to manage the Privacy and Security Officer role on go-live 
 
The Department and CSC (the vendor) indicate that these key decisions and related 
documentation have not been established due to additional time needed to evaluate options.  
Also, no current plan or documented timeline is in place that shows when these decisions must 
be made.  This is a significant risk considering that the original operational readiness date of 
February 28, 2013, has already passed. 
 
The State of North Carolina Statewide Information Security Manual, states: 

“Whether the system is developed or updated by in-house staff or by a third-party 
vendor, agencies shall ensure that each new or updated system includes adequate 
system documentation.  Agencies shall ensure that system documentation is 
readily available to support the staff responsible for operating, securing and 
maintaining new and updated systems.” 12 

 

 Pending Decision and Documentation on How to Create 1,500 User Accounts for Go-Live 

The Department has not decided how the approximately 1,500 user accounts necessary for 
DHHS employees and non-state users on go-live will be created.  The Department is currently 
evaluating whether the user accounts will be created by a batch method or if authorizing 
managers over each division within the Department will be creating the user accounts. 
 
The batch method requires at once a complete list of all Department users who require access to 
the NCTracks system along with their associated user role.  This method requires the system to 
have an audit trail capability.  The authorizing manager method would require every authorizing 
manager to create every user account under their responsibility one at a time.  This method 
requires the system to be ready at least two weeks prior to the go-live date. 
 
As a result of this decision not being made, there are currently no documented procedures that 
describe how the user accounts will be created, the type of user access that will be provided to 
each of these accounts, and how the initial user access audit logs will be recorded.   
 

 

 

  
12 Section 080401, Documenting New and Enhanced Systems 
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Pending Decision and Documentation on How the PSO Role Will Be Managed on Go-Live 

The Department has also not decided whether the privacy and security officer (PSO) role and 
responsibilities will be centralized or decentralized.  A centralized position is the current 
approach and entails one individual at the Department administering the overall access security 
control of the NCTracks system.  A decentralized PSO approach would entail a separate PSO at 
each division within the Department.   
 
As a result of this decision not being made, key documentation of procedures for granting, 
terminating, and auditing user access to the system once it is in production have yet to be 
established and finalized.  Additionally, as of March 1, 2013, no training or documentation has 
been provided or established in the event that a decentralized PSO approach is taken.   
 
Recommendations: 

1. The Department should make these key decisions with sufficient time prior to July 1, 
2013, to allow staff the time to create and establish all key access control procedures and 
documentation, conduct internal reviews, and train appropriate staff.   

2. The Department should document the decisions made and include the reasoning for the 
chosen approach.   

3. All documentation developed pertaining to NCTracks access controls and security should 
be stored securely in a centralized location known to management and should be readily 
available to support the staff responsible for operating, securing, and maintaining the new 
system on go-live. 

FINDING #5:  NO FORMAL CRITERIA FRAMEWORK EXISTS TO DETERMINE IF 
NCTRACKS IS READY FOR GO-LIVE 

 
Go/No-go (go-live) criteria: A formal pre-determined set of critical success criteria used to 
determine if a system is ready for go-live. 

 
The Department does not have a formal Go/No-go criteria framework to determine if NCTracks 
is ready for go-live.  

(1)  No go-live criteria framework exists 
(2)  No documented draft on what the Go/No-go criteria will be 
(3)  No documented timeline for when criteria will be completed 

 
Not having any formal Go/No-go framework, criteria, and timeline is a result of inadequate go-
live planning by the Department and increases the risk of implementing a system that may not be 
ready for operations considering that the original operational readiness date for NCTracks, 
February 28, 2013, has already passed.  Additionally, the new system is currently undergoing 
additional major upgrades and testing and formal Go/No-go criteria should be pre-determined 
and not established after all test results are known. 
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On January 28, 2013, the Department indicated that the Go/No-go criteria framework was being 
developed and would be completed in mid-February.  According to the Department, the plan 
now is to develop formal Go/No-go criteria by the end of April.  This plan will involve CSC (the 
vendor) developing and proposing the initial go/no-go criteria so that the Department can then 
evaluate it.  However, Go/No-go criteria is normally first proposed by the organization based on 
input from various internal key stakeholders and is not proposed by the vendor.  Once the go-live 
criteria framework has been agreed upon, it will be presented to the NCMMIS+ Program 
Steering Committee13 who will review and approve the criteria. 
 
Additionally, on February 28, 2013, the Department gave HP Enterprise Services notice of 
termination of the existing MMIS contract effective July 7, 2013.  The Department made this 
decision even though no go-live criteria exists and while user acceptance testing and production 
simulation testing are still in progress.   
 
According to the Department, the decision to terminate the existing contract was made based on 
the terms of the contract with HP and the fact that the Department met, on February 28, 2013, the 
minimum acceptance criteria for the main user acceptance testing phase.  Even though the main 
user testing phase met acceptance criteria at that point, user testing as a whole is still ongoing.  
Furthermore, acceptance criteria for user testing does not constitute formal Go/No-go criteria for 
the overall system.   
 
The Department’s decision to terminate the existing contract was due to the contractual 
requirement to notify HP of termination 120 days in advance and was not based on NCTracks 
meeting a formal set of Go/No-go criteria.  According to the Department, if the letter to HP had 
not been sent on February 28, 2013, the State would have been responsible for paying two 
vendors (i.e., CSC and HP) after July 1, 2013, with the Centers for Medicare and Medicaid 
Services (CMS) only paying the federal portion for only one system.  The Department has 
indicated that CMS agreed to pay the federal portion of the two systems through July 7, 2013, 
thus providing a failover option for the Department if there is a problem with the NCTracks 
implementation on July 1, 2013. 
 
According to the Department, the letter to HP does not constitute formal acceptance of the 
NCTracks system.  The Department has indicated that if the NCTracks system is not ready for 
go-live on July 1, 2013, HP will be willing to continue its services as long as needed.  However, 
there is no guarantee that this continuation of services would occur or at what cost to the State as 
this is not in writing. 
 
In addition, the Department’s stated approach, meeting acceptance criteria for user testing for 
assessing NCTracks operational readiness, does not align with the most recent contract 
amendment with CSC.  The Department has yet to accept the final pre-implementation 
deliverable and has yet to formally consider user acceptance testing and production simulation 
testing to be completed: 

13 The NCMMIS+ Program Steering Committee is composed of voting and non-voting members representating 
various divisions of the Department, the Office of the State Chief Information Officer, the Office of the State 
Controller, the General Assembly, and the Office of State Budget and Management. 
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“The Vendor will be deemed to have achieved Operational Readiness only after 
the State has accepted the final Milestone or Deliverable for the Design, 
Development, and Installation (DDI) phase, and after User Acceptance Testing 
and Production Simulation Testing have been completed to the State’s reasonable 
satisfaction.”14 

 
The ISACA COBIT 5 Framework, for the governance and management of enterprise IT, states 
that organizations should “Assess the project at agreed-on major stage-gates, releases or 
iterations and make formal go/no-go decisions based on predetermined critical success 
criteria.”15 
 
Recommendations: 

1. The NCMMIS+ Program Steering Committee should establish a formal process and 
timeline for the Department to develop, review, and approve a go-live criteria framework 
for NCTracks before the completion of the user acceptance testing in May.   

2. The Department should re-evaluate its current “Go” decision for July 1, 2013, once final 
Go/No-go criteria is established and documented.  This assessment should incorporate the 
final user acceptance testing and production simulation testing results. 

 

14 Amendment Number 3 to the CSC Contract, Section 1.1 
15 Management Practice BAI01.11, Monitor and Control Projects 
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APPENDIX A 

Status of NCTracks “Critical” Test Cases 
(Cases with a Priority 1 or Priority 2 Classification) 

 

Category As of February 22nd  
(End of main UAT) 

Total Number of Critical Priority Test Cases 834 

Number of Critical Priority Test Cases in “Failed” status 123 

Number of Critical Priority Test Cases “Not 
Executed/Not Scheduled” 285 

Source: SILK computer-generated report  

 

Business Process Affected Number of Critical Priority Test Cases 
“Not Executed/Not Scheduled” 

Rx Claims 18 
Provider 114 

Medical Claims 3 
Recipient 24 
Financial 69 

Managed Care 3 
Third Party Liability (TPL) 2 

Management & Administrative 
Reporting (MARS) 52 

TOTAL 285 
Source: SILK computer-generated report 
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DHHS Creates the Office of Medicaid 
Management Information System Services 

(OMMISS) 

April: DHHS Awards Replacement MMIS 
Contract to ACS 

July: DHHS Terminates ACS Contract 

Summer 06': Original ACS "Go-Live" Date for 
the Replacement MMIS 

December: DHHS Awards NCTracks -
Replacement MMIS Contract to CSC 

July: DHHS Approves CSC to Extend "Go-Live" 
Date to 2013 

August: Original CSC "Go-Live" Date for 
NCTracks 

February 28th: Initial NCTracks Operational 
Readiness Date 

July 1st: Updated NCTracks Operational 
Readiness Date & "Go-Live" Date 

September: DHHS Awards IV&V Contract to 
Maximus (2009-2013) 

December: DHHS Approves Extension of 
Maximus Contract to 2014 

May: Maximus Reporting Structure Changed 
to SCIO 

July: DHHS Awards Testing Contract to SLI 
(2009-2014)  

October: NCTracks 1st Round of CSRs 

January: NCTracks 2nd Round of CSRs 

Summer 14': CMS Certification Expected 

December: EPMO begins to assess NCTracks 
Project using the PPM Tool 

February: DHHS Notifies HP of Termination of 
Services Effective July 7th. 

2004 2005 2006 2007 2008 2009 2010 2011 2012 2013 2014 2015

A Brief Timeline: Replacing the NC DHHS Medicaid Management Information System 
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APPENDIX C 

NCTRACKS PRE-IMPLEMENTATION SCHEDULE 

Below is a brief illustration of the NCTracks schedule that shows the two pre-implementation phases, 
User Acceptance Testing (UAT) and Production Simulation Testing (PST), covered by this audit.  The 
notes provided explain key dates mentioned in this report. 
 
 

2012 2013 
Aug Sep Oct Nov Dec Jan Feb Mar Apr May June 
           

 
User Acceptance Testing Extended 

UAT 
UAT 

+  
NCTracks 

 Major Upgrades 
Mini 
UAT  

 Production Simulation Testing Extended PST Additional PST  

      

 Original Operational Readiness Date: February 28, 2013     

                                                      Updated Operational Readiness and Go-Live Date: July 1, 2013 

Notes: 

1. UAT and PST were originally  scheduled to end on January 16, 2013. 
2. Based on the third amendment to the CSC contract in December 2012, the UAT phase was extended to 

February 22, 2013, and the PST phase was extended to March 16th.    
3. The third contract amendment also created a separate a “mini-UAT” period in May to conduct testing of the 

additional major upgrades to the NCTracks system taking place in March and April. 
4. On February 22, 2013, the rescheduled end date for UAT, the Department added an additional week for UAT 

(March 1, 2013) as the UAT acceptance criteria had not been met. 

  
 

The following two pages provide additional background material to assist the reader in 
understanding the NCTracks environment: 
 

1) Key NCTracks Stakeholders: Vendors and Oversight Entities 

2) Key Terms and Definitions used in this report 
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APPENDIX D 

NCTracks: Vendors and Oversight Entities 

Vendors 
 Computer Sciences Corporation (CSC):  Responsible for developing, implementing, and 

operating NCTracks – the Replacement Medicaid Management Information System (MMIS), 
and serving as the new State fiscal agent.  
Contract Terms:  December 2008 – June 2020  (includes two one-year extensions) 
Contract Cost:  $484,880,798 
Number of Contract Amendments:  Three (2009, 2011, 2012) 

 
 SLI Global Solutions Inc. (SLI):  Responsible for performing test management services for 

NCTracks and ensuring overall success of the State’s testing efforts.   
Contract Terms:  July 2009 – July 2014 
Contract Cost:  $7,240,524 
Number of Contract Amendments:  One (2011)  

 
 MAXIMUS Consulting Services Inc.:  

Responsible for providing Independent 
Verification and Validation (IV&V) services to 
help minimize system implementation risks and 
make recommendations to the Department 
executive management.  In May 2012, the State’s 
Chief Information Officer (SCIO) and the 
Department Acting Secretary announced that the 
SCIO would assume responsibility for the 
management of Maximus.   
Contract Terms:  September 2009 – June 2014 
Contract Cost:  $4,896,155.68 
Number of Contract Amendments:  Two (2009, 2012) 

 
DHHS  
 OMMISS:  Created by DHHS in 2004, the Office of Medicaid Management Information 

System Services (OMMISS) is responsible for providing oversight and managing activities for 
the procurement and implementation of support systems and services for the replacement 
system.   

 
State of NC 

 EPMO:  The North Carolina Enterprise Project Management Office (EPMO), operating 
under the direction of the State Chief Information Officer, is responsible for providing 
professional oversight of the NCTracks IT project by assessing the project on a monthly basis. 

 
Federal Government 
 CMS:  The Centers for Medicare & Medicaid Services (CMS) will validate, after go-live, 

that the NCTracks system is designed to support the efficient and effective management of 
the Medicaid program and that the system is operating as described in the contract. 
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APPENDIX E 

NCTracks: Key Terms and Definitions 

Acceptance criteria:  Defines the agreed-upon rules for determining whether the project deliverables for a 
particular phase have been successfully completed. 

COBIT 5:  Is a business framework for the governance and management of enterprise IT.  It provides globally 
accepted principles, models, and practices to help increase the trust in, and value from, information systems. 

Go/No-go (go-live) criteria: A formal pre-determined set of critical success criteria used to determine if a 
system is ready for go-live. 

Go-live: The moment when a system, which had been under development or operating in a limited test mode, 
becomes fully active.  The established go-live date for NCTracks is July 1, 2013. 

Independent Verification and Validation (IV&V):  A service that is technically, managerially, and 
financially independent of any party affiliated with the business application or infrastructure being tested. 
Identifies potential improvements or identifies problems before they occur. 

ISACA:  An independent, nonprofit, global association engaged in the development, adoption, and use of 
globally accepted, industry-leading knowledge and practices for information systems. 

Medicaid Management Information System (MMIS):   The Medicaid claims processing and information 
retrieval system that states are required to have. 

NCID:  A unique User-ID granted by the Office of Information Technology Services as part of North 
Carolina’s standard identity management and access service provided to state, local, business and citizen users. 

NCTracks:  The new and replacement Medicaid Management Information System developed by CSC. 

User role:  A standard set of access permissions granted to a predefined subset of system users.  The NCTracks 
system has user roles that will dictate the type of access that an individual user will have based on their job 
function. 

Project Portfolio Management (PPM) Tool:  The online and centralized management tool used by agencies 
monthly to self-report on the status of IT projects and used by EPMO to assess all NC IT projects based on 
established indicators.  

Privacy and Security Officer (PSO):  The PSO is responsible for safeguarding the information entrusted to the 
department from unauthorized use, disclosure, modification, damage, or loss. 

Production Simulation Testing (PST):  The final subphase of testing, the overall goal of PST is to 
demonstrate that the NCTracks system is ready to support production operations. 

SILK:  The test management tool used by testers during the NCTracks UAT and PST phases to conduct tests, 
record test results, track test defects and other issues, and provide reports of test activities during the NCTracks 
UAT and PST phases 

Test benchmark:  A standard by which a test result can be measured. 

Test defect:  A term used if discrepancies exist between the predicted test results and the actual test results. 

Test severity level:  A priority code assigned to a test defect that alerts staff to the relative need of immediate 
action to correct the defect.  During NCTracks testing five severity levels where used.  

User Acceptance Testing (UAT):  A key subphase of testing that provides DHHS users the opportunity to test, 
review, and accept system components.  The overall goal of UAT is to demonstrate that NCTracks meets the 
detailed functional requirements and specifications of the business processes. 
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APPENDIX F – DEPARTMENT RESPONSE 
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ORDERING INFORMATION 

Copies of this report may be obtained by contacting the: 

Office of the State Auditor 
State of North Carolina 
2 South Salisbury Street 

20601 Mail Service Center 
Raleigh, North Carolina 27699-0601 

Telephone: 919/807-7500 

Facsimile: 919/807-7647 

Internet: http://www.ncauditor.net 
 
 
 
 

To report alleged incidents of fraud, waste or abuse in state government contact the: 

Office of the State Auditor Fraud Hotline: 1-800-730-8477 

Office of the State Auditor Fraud App: 

 
https://play.google.com/store/apps/details?id=net.ncauditor.ncauditor 

 
 
 
 

For additional information contact: 
Bill Holmes 

Director of External Affairs 
919/807-7513 

_____________________________________________________________________________________________
This audit was conducted in 1184 hours at an approximate cost of $85,248.  The total cost of the audit represents 
.017% of the total NCTracks cost of $497,017,478 and represents .0006% of the total Medicaid budget (over $14 

billion) for the fiscal year ended June 30, 2012. 
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Associated Press 

Audit: NC Medicaid claims system untested, flawed 
RALEIGH, N.C. — An audit of the North Carolina Department of Health and Human Services released Wednesday 

says it has failed to fully test a new $484 million computer system scheduled to begin processing Medicaid claims 

on July 1. 

The report issued by the office of State Auditor Beth Wood raises serious questions about the process used to affirm 

that the complex NCTracks software will be ready to handle the more than $12 billion in Medicaid claims paid by 

the state each year. 

Of 834 "Critical Priority Test Cases" set to be performed on the new system, it failed 123. The audit says 285 of the 

"critical" tests, more than one quarter, were never performed. 

The audit also says key decisions about the addition of 1,500 user accounts and privacy and security procedures 

have yet to be made, increasing uncertainty about whether the project will be ready on time. Even if the system 

were passing the tests, the audit says that is no guarantee it will work as intended. 

"The complexity of the NCTracks system makes it impossible to predict all of the scenarios that could impact the 

project, even after it is tested in accordance with industry best practices," the audit says. 

NCTracks is being developed under a 2008 contact with Computer Sciences Corporation, a software vendor based 

in Virginia. NCTracks was originally set to go live in August 2011 at a cost of $265 million, but that deadline has 

been extended nearly two years as costs have soared. The project is now the most expensive contract in state 

history. 

In a statement released shortly after the audit, DHHS Communications Director Ricky Diaz sought to lay any blame 

for the problems squarely at the feet of the administration of former Gov. Bev Perdue. Diaz previously served as 

press secretary for the political campaign of Pat McCrory, who took over as governor in January. 

"This administration inherited this project, and over the past five months, our team has been working around the 

clock to push NCTracks over the finish line by July 1," Diaz said. "We have already corrected many of the findings 

in the auditor's report since field work ended in March, and our team will continue to test the system to find and 

address as many issues as possible before the launch date." 

The new NCTracks software is set to replace an antiquated system that has been used to process the state's Medicaid 

claims since 1977. DHHS first sought bids for a replacement in 2003, awarding a $171 million contract to 

Affiliated Computer Systems the following year. But by 2006, it became clear the system being developed by ACS 

wasn't working. The state cancelled the contract, eventually paying ACS $16.5 million to walk away. 

When the contract was put back out for bid in 2008, CSC helped land the project by hiring former legislator and 

DHHS Deputy Secretary Lanier Cansler as its lobbyist. Shortly after CSC landed the contract, Perdue named 

Cansler as her DHHS secretary. 

CSC has copied much of the computer code for its North Carolina software from a similar system operating in New 

York. Many of the delays in the project, according to the department, are the result of CSC initially overestimating 

how much of the code could be copied directly and how much would need to be developed from scratch. Over time, 

state and federal Medicaid officials have also made regulatory changes, requiring still more new code to be written. 

Critics of the project have raised concerns that CSC is developing NCTracks using COBOL, an out-of-date 

computer language created in the 1950s. Most college computer science programs no longer teach COBOL and 

many who are experts in programing in the language have retired. To develop NCTracks, CSC has recruited a large 

number of COBOL programmers from India to work in the company's Raleigh offices. 

The federal government funds up to 90 percent of the costs for developing NCTracks. Once the system goes live, 

ederal money is expected to underwrite at least 50 percent of the operational costs. 

More than 70,000 medical providers across the state will depend on the new system to file Medicaid claims for more 

than 1.5 million North Carolinians. 

Diaz said Wednesday the current DHHS leadership is working to make the best of what it was handed. NCTracks 

will go live, ready or not, July 1. The state has already informed the vendor running its old system, tech-giant 

Hewlett Packard, that its services will no longer be needed as of July 7. 

"Transitions of this magnitude never go perfectly and we are taking proactive steps to prepare for any potential 

issues," Diaz said. "We have established a call center to deal with the expected influx of call volume after July 1 

and formed a response team to address user issues." 

 

 

WRAL 

Audit finds flaws in new DHHS computer system 
The state Department of Health and Human Services has failed to perform adequate tests on a new Medicaid 

computer system set to launch July 1, according to a state audit released Wednesday. 

The computer system, called NCTracks, is designed to replace the current, 25-year-old Medicaid Management 

Information System for processing claims. The new system has been touted by officials as key in Gov. Pat 

McCrory’s initiative to overhaul the department. 



The report from State Auditor Beth Wood said DHHS has not properly tested the system, and the production testing 

process has flaws. The audit also found: 

•Key decisions about the addition of 1,500 user accounts and privacy and security procedures have not been made 

yet. 

•A vendor hired to oversee the project did not conduct independent verifications required by the federal government, 

and another vendor set its own guidelines for whether its work was acceptable. 

•The department has established no criteria to determine whether the system is ready to be activated. 

DHHS spokesman Ricky Diaz said the administration has been working “around the clock” to get NCTracks ready 

for its July 1 debut and has already corrected some of the problems outlined in the audit. 

“Transitions of this magnitude never go perfectly, and we are taking proactive steps to prepare for any potential 

issues,” he said in a statement. “To help avoid confusion and delayed payments, we urge providers to take 

advantage of training opportunities we have made available both online and in-person as soon as possible. 

Additionally, we have established a call center to deal with the expected influx of call volume after July 1 and 

formed a response team to address user issues.” 

 

 

News & Observer 

State audit faults testing of new Medicaid billing system 
The state Department of Health and Human Services' testing program for the new Medicaid billing system was 

seriously flawed, a report from State Auditor Beth Wood's office said. 

The state is preparing to launch a new, expensive, and long-delayed Medicaid billing software on July 1. DHHS did 

not have adequate tests and evaluations in place to make sure the system, which DHHS calls NCTracks, is ready, 

the audit says. 

In its response, DHHS agreed with the recommendations and is acting on them. 

Even though DHHS was moving to plug holes in its preparations, the audit includes an ominous warning. 

"The complexity of the NCTracks system makes it impossible to predict all of the scenarios that could impact the 

project, even after it is tested in accordance with industry best practices." 

In other words, providers should expect things to go wrong. 

Triangle Business Journal 

'Testing gaps' plague N.C.'s new electronic Medicaid claims paying system 

North Carolina's new Medicaid claims paying system hasn't been tested thoroughly enough, an audit finds. 

Sufficient testing has not been done to ensure the state’s new computerized Medicaid claims paying system, 

NCTracks, will be ready for primetime when the go-live switch is thrown July 1, says North Carolina Auditor Beth 

Wood. 

Tech integration giant Computer Sciences Corp. (NYSE: CSC) is installing the new system at a cost of $485 million 

to make annual benefit payments of $16 billion to 70,000 medical providers taking care of 1.5 million low-income 

and minor recipients. 

Wood’s newest report focuses on the testing phase of the project that began last August to determine if the new 

system can deliver anticipated results. 

Testing was planned in 834 critical areas, Wood points out. She adds, “... at the completion of the main testing 

phase, the pass/fail status of 285 critical test cases was unknown.” 

Also of concern, according to Wood, was the failure of the Department of Health and Human Services (DHHS) to 

develop adequate benchmarks to access the types of tests that were conducted. 

“... the Department cannot show what test success was measured against,” Wood says. “As a result, it is difficult to 

assess whether the NCTracks system is fully ready to support production operations.” 

Moreover, one outside system reviewer, Maximus Consulting Services Inc., operating under a $5 million contract, 

“relied exclusively on the test results reports of other vendors to conduct its own test case analysis,” Wood adds. 

That practice, she concluded, can be no help in minimizing the risk the state faces in going over to the new system. 

DHHS head Aldona Wos, in response, says DHHS has compiled a list of “testing gaps” and has been busy 

eliminating them. The department, she adds, is also developing testing benchmarks. 

In a further statement on the Wood audit, DHHS spokesman Ricky Diaz releaed a statement saying the department 

is taking “proactive steps to prepare for any potential issues.” 

“This administration inherited this project, and over the past five months, our team has been working around the 

clock to push NCTracks over the finish,” the statement says. “We have already corrected many of the findings in 

the auditor’s report since field work ended in March, and our team will continue to test the system to find and 

address as many issues as possible before the launch date.” 



RALEIGH, N.C. -

Medicaid processing system ends flawed 
first week
Posted: Jul 05, 2013 4:24 PM EDT
Updated: Jul 26, 2013 4:29 PM EDT

The new system processing Medicaid claims in North Carolina (NCTRACKS) 
ends its first week in operation with mixed reviews.  Providers in the east tell "9 on your side" 
that processing claims has been a nightmare with the system crashing and long wait times to 
get help on the phone.  Some have complained that once they wait an hour to get a call center 
employee on the phone, often they discover that person can't answer their question.

The North Carolina Department of Health and Human Services (DHHS) announced today the 
NCTRACKS system is working and officially processed its one-millionth claim.

"The system is operational. We are processing claims," said Joe Cooper, Chief Information 
Officer for DHHS. "Although providers are experiencing some issues with the web portal and 
long wait times at the call center, these types of issues are expected with any transition of a 
system this large and complex. We appreciate the patience and cooperation of the provider 
community as our 24/7 response team works diligently to resolve technical issues as quickly 
as possible."

Cooper points out that other states that have made similar transitions also experienced 
hundreds of technical issues out of the gate.  Computer Science Corporation (CSC), the new 
fiscal agent for DHHS, added system capacity and applied system fixes to help address some 
of the performance issues providers experienced this week.  Cooper says users should no 
longer encounter system maintenance messages erroneously and the response times on the 
web portal continue to improve.

DHHS says another contributor to the troubles this week is lack of training.  Cooper points out 
one of the reasons so many people need to call for help is that they didn't attend the offered 
training session.  He points out only 20% of providers attended the sessions prior to the July 
1st launch.

"Until our provider partners are comfortable with system operations, call volumes and wait 
times are likely to remain elevated," added Cooper. "We continue to urge providers to take 
advantage of online and instructor-led training opportunities in the next couple of weeks to help 
avoid delayed payments and long waits on hold."

DHHS and CSC will hold a series of scheduled interactive information sessions over the next 
few weeks and regional training sessions beginning July 16. Provider Representatives will lead 
each session to walk providers through the key features of the new NCTracks system and the 
steps they need to take to submit claims and get paid. Providers can find a complete schedule 
of topics on the NCTracks portal, www.nctracks.nc.gov.
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Governor McCrory Opens the Innovation 
Center

Get Updates
Find a Department:

The iCenter Will Help North Carolina Modernize its Broken Information 
Technology Systems
OCTOBER 10, 2013 • JOBS AND THE ECONOMY

Raleigh, NC – Governor Pat McCrory, alongside State Chief Information Officer Chris Estes and Secretaries
Decker, Daughtridge, Wos, Kluttz, Skvarla and senior leadership team opened North Carolina’s new Innovation 
Center today. The iCenter is a working lab in downtown Raleigh where state employees, students, agency Chief 
Information Officers, private industry, and citizens will collaborate on information technology solutions. The 
space for the iCenter was made available  by the Department of Environment and Natural Resources on the
ground floor of its Green Square building on Jones Street.

“Technology is the key to making state government more efficient,” said Governor McCrory. “The 
Innovation Center is a big step toward making state government user-friendly so that we can deliver
more and improved services to citizens at a cost taxpayers can afford.”

“Try Before You Buy”
The opening marks the fulfillment of the governor’s announcement in April that the state would create a proving 
ground for IT programs. In keeping with Governor McCrory’s “try before you buy” policy, new technology will be 
tested to make sure it works before the state commits to investing in it. A state audit released in April of 2013 
found that the actual costs of 84 previous projects, were $356 million more than originally anticipated and took 
389 days longer than expected to complete.

“The Innovation Center is about connecting people and technology in a way that allows our state agencies to 
deliver more projects on time and on budget,” said State Chief Information Officer Chris Estes.

Driving the Economy, Education, and Government Efficiency Through Technology
The iCenter features advanced technology that will connect economic development leaders with job-creating 
companies around the world without leaving North Carolina. It also provides students from K – 12 schools,
community colleges and universities with distance learning opportunities and hands-on experience.

Where People and Technology Meet
People and technology will connect at the iCenter to identify challenges, create solutions and transform the way 
state government delivers products and services. State and agency Chief Information Officers will work together 
to test new technologies and ensure that more projects are delivered on time and within budget. Their 
collaborative work will drive new technologies and innovative ideas that help North Carolina modernize its 
broken IT systems.

After the announcement, Governor McCrory led the media on a tour of the iCenter, where Cabinet members and 
state employees demonstrated technology that will improve customer service and create efficiencies in state
government.

To learn more about the Innovation Center visit http://www.icenter.nc.gov/ (http://click.icptrack.com/icp/relay.php?

r=14296782&msgid=95573&act=5WX2&c=1346310&destination=http%3A%2F%2Fwww.icenter.nc.gov%2F) .

Home Newsroom Photos & Video About Pat Pat's Administration Contact Pat
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RALEIGH, N.C. — State Auditor Beth Wood said Thursday that officials with the Department of 

Health and Human Services offered incomplete answers when they testified before a legislative 

oversight committee earlier this week.

In a letter to senior lawmakers, Wood raises three issues with the testimony of DHHS officials, 

including Secretary Aldona Wos, offered to the Joint Legislative Oversight Committee on Tuesday. In 

it, Wood suggests that Wos and her chief information officer, Joe Cooper, ignored findings of a May 

audit that found the state wasn't ready to go live with the NCTracks system.

In a separate letter, Wood stands by an earlier audit of the Medicaid system, despite questions 

raised by a recent news report about the data her office used.

During Tuesday's hearing, Sen. Earline Parmon, D-Forsyth, asked leaders if they had any warnings 

that the NCTracks system, which processes Medicaid claims, might have problems if it began 

operating on July 1.

"Did you also have professional opinions that we were not ready to go live on July 1?" Parmon said.

Wos answered: "No, senator."

Wood said she was surprised, to say the least, with Wos' response.

"I know what we brought to their attention. I know what the audit says," Wood said.

She said the answer ignores a May 22 audit in which her office found:

• Independent assessments regarding system readiness and testing were flawed and 

put system readiness at risk

• Access control and security environment were at risk 

• No formal criteria framework existed to determine if NCTracks was ready for go-live

The report concluded that the department should re-evaluate its decision to go live.

A second point raised by the auditor pointed out that the system had not 

met critical benchmarks before the go-live date. This contradicts testimony 

from Cooper, who told lawmakers that the system had passed its tests.
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DHHS rebuts auditor's 

claims on Medicaid 

processing system

Cooper also told legislators that, after Feb. 28, the state had reached a point 

where it was committed to the new system built by Computer Science Corp. 

On July 1, Cooper said, the state had no choice but to turn on the new 

Medicaid billing system and could not delay getting rid of Hewlett-Packard, 

the old vendor.

"On Feb. 28, we reached a point of no return. The state had to cancel the HP contract," Cooper told 

the committee. He later explained that the federal government would not pay to operate two 

different Medicaid billing systems.

Wood said that DHHS officials assured auditors that Hewlett-Packard would continue its services as 

long as needed if NCTracks wasn't ready by July 1. There was no written agreement, she said, so it 

was unclear if that would really have happened or how much it would have cost the state.

"It is fair to say I was not surprised with the types of problems that were the result of going live July 

1," she said.

"The fact that Mr. Cooper and the Department now characterize the contract termination as a 'point-

of-no-return' indicates that the Department’s decision to go live did not take into account the actual 

readiness of the system or the critical risks that were raised between February 28 and June 30," she 

wrote in her letter to lawmakers.

DHHS spokesman Ricky Diaz said Thursday that all of the auditors' concerns were addressed before 

July 1. 

“I want to reiterate the high professional regard Secretary Wos and her leadership team have for 

State Auditor Beth Wood," Diaz wrote in an email. "DHHS took the Auditor’s May report on NCTracks 

very seriously. The Secretary did not mention the State Auditor in her response because all the 

concerns raised in the report were addressed prior to NCTracks going live on July 1."

Even that stance surprises Wood.

"You'll see in their response to the audit report that they make the statement that there's not 

enough time to address everything we found," she said. "So, (I'm) a little surprised they say they did 

get to all of it."
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Rep. Justin Burr, R-Stanly, chaired Tuesday's hearing and said Thursday that he was grateful to Wood 

for clarifying the input she had on NCTracks earlier this year.

"You can't un-ring the bell," Burr said when asked if he was concerned DHHS might have ignored the 

auditor's warnings. "Unfortunately, NCTracks is live, and we need to resolve the issues around it.

"The concern as I see it at this point is figuring out how to correct the problems," he said. "Yes, there 

is some question about whether it should have gone live, but like I said, you can't un-ring the bell." 

But Sen. Mike Woodard, D-Durham, was less sanguine, saying there was "some discrepancy" that 

lawmakers should resolve. 

"Even with the department saying they addressed it, it's clear to me there were concerns the 

department should have taken much more seriously," Woodard said. "I'm extremely frustrated with 

the decision to go live.

"You can't turn on a system that's this vital, this important, unless you have every assurance that it's 

going to work," he said.

In a separate letter, Wood says her agency stands by an audit of the state Medicaid system despite 

questions raised by a news report earlier this week.

A central claim of the report by the North Carolina Health News website was that both Wood's office 

and DHHS ignored data that showed North Carolina's system was being managed in a cost-effective 

fashion. 

"North Carolina Health News cites misleading information from the draft version of the DHHS 

response that was intended to de-emphasize the agency’s comparatively high administrative cost," 

Wood said, adding that the website relied on less reliable information than auditors used.

Diaz praised this second letter from the auditor. 

"The auditor should be commended for setting the record straight. The allegation that the 

Department of Health and Human Services ‘sat on,’ ‘withheld’ or ‘distorted’ information in the state 

auditor’s report is false," Diaz wrote in an email. 

Wood stands by audit
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Wood's letter addresses five separate points in the N.C. Health News story. Among other things, she 

rebuts the allegation that the scope of the audit widened as Gov. Pat McCrory took office. The scope 

of the audit, Wood writes, was set by the legislature. She describes several other points in the story 

as "misleading." 

Burr said Wood's letter helps clarify information that surprised lawmakers on Tuesday. 

"This is an issue that still affects the Medicaid discussion going forward," Burr said, saying he hoped 

N.C. Health News would update its reporting with the auditor's input. 
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SUMMARY:  This act would require certain State employees and officers to wait six months before 

accepting employment or receiving compensation with certain State contractors or persons regulated 

by the State. 

CURRENT LAW:  There are no laws to prohibit a State employee, who manages a State contract with 

a private person or company, from leaving State service and working for the person or company on the 

same contract over which the former State employee had management responsibilities, or who had been 

the subject of regulatory or licensing decisions in which the State employee had been involved. 

BILL ANALYSIS:  

 The act creates a new Article in Chapter 143 of the General Statutes.  The act would prohibit 

a State employee or officer, either six months prior to or after termination of State service, 

from accepting employment or compensation with a State contractor or person regulated by 

the State where the State employee or officer had participated personally and substantially (i)   

in the award or management of a State contract involving the State contractor, or (ii)  in 

making a regulatory or licensing decision that directly applied to the prospective employer, if 

either of the foregoing actions occurred within six months of the termination of State service. 

 The act also applies to State constitutional officers; members of a commission or board with 

contract, regulatory, or licensing authority; heads of State agencies; and chief procurement 

officers, State purchasing officers, and their designees whose duties are directly related to 

State procurement—regardless of whether the individual participated personally and 

substantially in the award of the State contract or in the making of the regulatory or licensing 

decision in question. 

 State agencies are required to adopt a policy delineating which State positions, by the nature 

of the duties, would be in a position to participate personally and substantially in the award 

or management of State contracts or in regulatory or licensing decisions.   

 The act includes notice provisions to employees serving in relevant positions; however, 

failure to give or receive notice is not a defense to a violation of the Article. 

 A violation of the Article is a Class 3 misdemeanor, with a fine of no less than $1,000 or 

greater than $5,000. 

EFFECTIVE:  This act becomes effective July 1, 2014, but doesn’t apply to anyone who otherwise 

would be covered by the Article, but has either accepted or commenced employment, or received 

compensation, prior to that date. 
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A BILL TO BE ENTITLED 1 

AN ACT TO REQUIRE A SIX-MONTH WAITING PERIOD FOR CERTAIN STATE 2 

EMPLOYEES AND OFFICERS PRIOR TO ACCEPTING EMPLOYMENT WITH, OR 3 

COMPENSATION FROM, CERTAIN STATE CONTRACTORS, AS RECOMMENDED 4 

BY THE JOINT LEGISLATIVE PROGRAM EVALUATION OVERSIGHT 5 

COMMITTEE. 6 

The General Assembly of North Carolina enacts: 7 

SECTION 1.  Chapter 143 of the General Statutes is amended by adding a new 8 

Article to read: 9 

"Article 3I. 10 

"Limitations on Certain Private Employment After Serving State. 11 

"§ 143-64.90.  Definitions. 12 

Unless the context requires otherwise, the following definitions apply in this Article: 13 

(1) Immediate family member. – A spouse, child, sibling, parent, grandparent, 14 

or grandchild, or the spouse of an immediate family member. This term 15 

includes stepparents, stepchildren, stepsiblings, and adoptive relationships. 16 

(2) Officer. – A State constitutional officer. 17 

(3) Person. – As defined in G.S. 55-1-40, but does not include (i) the United 18 

States government, (ii) the State, (iii) other states, (iv) units of local 19 

government, or (v) school districts. 20 

(4) State agency. – Includes any agency, institution, board, commission, bureau 21 

department, division, council, or other organization of State government, 22 

including but not limited to the Council of State and any institution of higher 23 

education that is regulated under Chapter 116 of the General Statutes. 24 

(5) State employee. – An individual employed by a State agency and whose 25 

State service was creditable in any North Carolina retirement system. 26 

"§ 143-64.91.  Revolving door prohibition for certain State employees. 27 

The following individuals and their immediate family members shall not, either prior to or 28 

within a period of six months immediately after termination of State employment, knowingly 29 

accept employment with, commence employment with, or receive compensation for services 30 

from, a person that contracted with or was regulated by the State: 31 

(1) A State employee who, in the six months immediately preceding termination 32 

of State employment, participated personally and substantially in the award 33 
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or management of a State contract with the person, or its parent or 1 

subsidiary. 2 

(2) A State employee who, in the six months immediately preceding termination 3 

of State employment, participated personally and substantially in making a 4 

regulatory or licensing decision that directly applied to the person, or its 5 

parent or subsidiary. 6 

"§ 143-64.92. Revolving door prohibition for certain additional individuals. 7 

The following individuals and their immediate family members shall not, either prior to or 8 

within a period of six months immediately after termination of office or State employment, 9 

knowingly accept employment with, commence employment with, or receive compensation for 10 

services from, a person if the person, or its parent or subsidiary, during the six months 11 

immediately preceding termination of State employment or leaving office, was a party to a 12 

State contract involving the individual's former State agency, or was the subject of a regulatory 13 

or licensing decision involving the individual's State agency, regardless of whether the 14 

individual participated personally and substantially in the award of the State contract or in the 15 

making of the regulatory or licensing decision in question: 16 

(1) Officers. 17 

(2) Members of a commission or board with contract, regulatory, or licensing 18 

authority. 19 

(3) The head of a State agency. 20 

(4) Chief procurement officers, State purchasing officers, and their designees 21 

whose duties are directly related to State procurement. 22 

"§ 143-64.93.  Notice of positions subject to this Article. 23 

(a) Each State agency shall adopt a policy delineating which State positions under its 24 

jurisdiction and control, by the nature of their duties, would likely have the authority to 25 

participate personally and substantially in the award or management of State contracts or in 26 

regulatory or licensing decisions. 27 

(b) A State agency may designate additional State positions under its jurisdiction and 28 

control, not otherwise subject to the policies required by subsection (a) of this section, as 29 

subject to the notification requirement of subsection (c) of this section due the position's 30 

potential involvement in the award or management of State contracts or in regulatory or 31 

licensing decisions. 32 

(c) State agencies shall give written notice and explanation to an employee serving in a  33 

position to which this Article would be applicable in the following circumstances: 34 

(1) Upon hiring, promotion, or transfer into the relevant position.  35 

(2) At the time the employee's duties are changed in such a way as to subject 36 

that employee to this Article. 37 

(3) Upon departure from the relevant position. 38 

(d) Neither the failure to be designated pursuant to subsections (a) or (b) of this section 39 

nor the failure to receive notification pursuant to subsection (c) of this section is a defense to a 40 

violation of this Article. 41 

"§ 143-64.94. Penalties. 42 

Any person who violates this Article, or solicits or conspires with a person to violate this 43 

Article, shall be guilty of a Class 3 misdemeanor and shall be fined in an amount no less than 44 

one thousand dollars ($1,000), nor more than five thousand dollars ($5,000)." 45 

SECTION 2.  Each agency shall make the designations required by G.S. 143-64.93, 46 

enacted by Section 1 of this act, no later than three months after the effective date of this act. 47 

SECTION 3.  This act becomes effective July 1, 2014, but shall not apply to any 48 

individual who otherwise would be covered by Article 3I of Chapter 143 of the General 49 

Statutes, as enacted by Section 1 of this act, but has either accepted or commenced 50 

employment, or received compensation, prior to that date.  51 
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Feds delay audit on N.C.’s Medicaid 
payment system

Health Care

Jul 15, 2013, 12:05pm EDT 

Jason deBruyn
Staff Writer- Triangle Business Journal
Email  |  Twitter

As the state transitions to the new Medicaid claims payment system, called N.C. Tracks, the 
N.C. Medical Society successfully lobbied for a delay in an audit to measure how successfully 
these payments are made.

This is a big deal in the medical community simply because of the sheer size of the program. 
Medicaid payments make up as much as $13 billion to health care providers in this state, 
and if the claims-processing system doesn’t work properly, it can delay those needed 
payments to providers.

The federal government, through the Centers for Medicare & Medicaid Services (CMS), 
measures the state’s ability to pay claims correctly through an audit called the Payment 
Error Rate Measurement (PERM). In part because of the “massive transition to the N.C. 
Tracks claims system,” the Medical Society requested a delay in the PERM audit. CMS will 
delay document requests for one month until mid-August.

Overall, the Medical Society has not been entirely impressed with the N.C. Tracks switch-
over. Last week the group said the state “avoided complete derailment,” but that “problems 
persist.”

On the other hand, the state has touted the new claims system as a major success, pointing 
to millions of properly filed claims and increased staff at a call center as evidence that the 
system is working well and its efforts in working out any kinks.
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Jason deBruyn covers the biopharmaceutical and health care industries. Follow 
him on Twitter @jasondebruyn.
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Doctors file suit against NC, call 
Medicaid billing system 
'disaster'

790 101

RALEIGH, N.C. — North Carolina’s Medicaid billing system has been so dysfunctional that it costs 

doctors time, money and patients, according to a class-action lawsuit filed by a group of medical 

providers Thursday.
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The suit alleges the state Department of Health and Human Services and some of its computer 

services providers were negligent in developing and implementing a new Medicaid claims billing 

system, known as NCTracks. Doctors from Cumberland, Nash, New Hanover, Robeson and Wake 

counties are part of the suit and claim "NCTracks has been a disaster, inflicting millions of dollars in 

damages upon North Carolina’s Medicaid providers.”

The suit names DHHS, Computer Sciences Corp., Maximus Consulting Services and SLI Global 

Solutions as defendants.

The 48-page document outlines many struggles that medical providers encountered:

• rejected claims

• delayed or wrong payment amounts

• non-compliance with federal law

• simple system downtime

For example, NCTracks wasn't programmed to handle certain type of pregnancy claims, so one ob-

gyn clinic hasn't been reimbursed since July 1, said Camden Webb, an attorney for the doctors

"The compensation to those doctors' practices is due, but also the system needs to be fixed," Webb 

said. "One aspect of the lawsuit that we point out is the software system has caused the state of 

North Carolina to be out of compliance with Medicaid reimbursement rules."

Knicole Emanuel, another attorney representing the doctors, said providers are supposed to be paid 

within 90 days of billing.

When providers began complaining about NCTracks last summer, CSC changed how calls were 

handled, according to the lawsuit. Initially, people were left on hold for hours, but to improve 

response time measures, the vendor then had operators obtain numbers and simply not call people 

back, the suit states.

Joe Cooper, chief information officer for DHHS, declined to comment on the lawsuit, but he said 

NCTracks has processed more than $5.5 billion in claims in the last six months, outperforming the 

system it replaced.
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"As with any implementation of an IT system of this size and complexity, the transition has not been 

without challenges," Cooper said in a statement. "DHHS continues to address provider issues as they 

arise and will not rest until every provider is fully transitioned to the new system."

Webb disputes DHHS claims that most of the defects in the NCTracks system have been fixed.

"A lot of problems are recurring, and we're finding new problems with the software, and that's a 

genuine concern," he said.

Sen. Floyd McKissick, D-Durham, said DHHS is taking care of providers on a case-by-case basis, but 

that's not a long-term solution.

"The problem is there's so many providers that have not been paid that that approach just can't 

work in an effective way," McKissick said.

The Medicaid process, when it works, provides health insurance to low-income people and some 

with disabilities. They go to a certified medical provider who then bills the government and gets 

reimbursed. Doctors across the state have complained since the NCTracks rollout that delays or 

denials of expected reimbursements have put them behind, forcing some clinics to stop accepting 

Medicaid patients and even to close their doors.

"Prior to July 1, 2013, Medicaid providers routinely submitted bills and received weekly electronic 

payments for services rendered, and payments were made in accordance with Medicaid 

reimbursement rules," the lawsuit states.

In the complaint, the doctors lay out the timeline of a project that took a decade to build and came 

in more than $200 million over budget.

The three vendors named in the suit contracted to deliver different elements of the project:

• CSC was to provide a claims system for health care providers, train them to use it and and 

offer phone support.

• SLI was to test the system for usability.

• Maximus was to provide a second layer of testing and verification for the software.
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The suit details alleged wrongdoing by each vendor, claiming each "failed to exercise a reasonable 

degree of care."

“You could see this coming. You could see the harm coming, and yet the decision was made to do it 

anyway," Webb said.

"The problems were absolutely preventable, and they know they should not have gone forward,” 

Emanuel said.

The North Carolina Medical Society issued a statement in support of the doctors.

"NCTracks has inflicted real damage on Medicaid patients and providers across the state for the last 

seven months. We understand, from our own tireless efforts to help our members overcome the 

system defects, that legal action may be the only remaining option to remedy the harm to the 

Medicaid system and get NCTracks to function as advertised," the statement said.

Senate Minority Leader Martin Nesbitt said the lawsuit reinforces the case he and other Democrats 

have made for Gov. Pat McCrory to replace DHHS Secretary Aldona Wos.

“We’ve said from the beginning, the challenges facing DHHS are not about politics, they’re about 

people, and thanks to the continued failures of the McCrory administration, people have been hurt," 

Nesbitt said in a statement. "In this case, doctors were being put of business. They’ve been shouting 

for help, but Gov. McCrory refuses to demand a plan from his appointees to solve these problems, 

and so now doctors are forced to sue."

McKissick added, "Either we change leadership at the top, change the staff underneath or we change 

both, but the status quo is unacceptable."
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NC doctors file suit against 
state over Medicaid 
payments 
Posted: Jan 16, 2014 6:20 PM EST<em class="wnDate">Thursday, January 16, 2014 6:20 PM EST</em>Updated: Feb 15, 2014 6:20 
PM EST<em class="wnDate">Saturday, February 15, 2014 6:20 PM EST</em> 
By Melissa Hankins 
mhankins@wbtv.com 

 

 

CHARLOTTE, NC (WBTV) -  

A group of North Carolina doctors filed a class action lawsuit today seeking millions from the state over 
severely delayed Medicaid reimbursements. 

The suit says medical providers have been shorted about $500 million since July. 

That's when a new system for Medicaid's billing system went live. 

The suit revolves around that computer program called NCTracks, which was developed for the state by 
several computer services contractors. The suit names some of those companies as well as The 
Department of Health and Human Services, saying they've been negligent in developing and 
implementing NC Tracks.  

In fact, the suit says NCTracks has been so dysfunctional, it's cost doctors both money and patients. Now 
those doctors want reimbursement - their lawyers telling reporters that more than 70,000 medical 
providers across the state could be entitled to damages. 

The suit calls the launch of NC Tracks a disaster, and claims that the software contains thousands of 
errors. The complaint goes on to say that those errors led to delays of weeks and even months before 
medical providers received Medicaid reimbursements, forcing some businesses to take out 
loans...others to stop treating Medicaid patients. 

Copyright 2014 WBTV. All rights reserved. 
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Vendor for NCTracks system faces lawsuit
Richard Craver | Posted: Saturday, November 1, 2014 7:30 am 

Computer Science Corp. Inc., software vendor for North Carolina’s beleaguered NCTracks 
Medicaid claims-processing system, is facing a federal civil health-care fraud lawsuit in New 
York.

The U.S. Attorney for the Southern District of New York said the lawsuit also involves the City of 
New York. The federal government is pursuing treble damages and civil penalties under the False 
Claims Act.

The vendor and the city are accused of “orchestrating billing fraud schemes that used computer 
programs to automatically alter billing data.” Examples cited were the use of computer programs 
to circumvent the requirement that Medicaid should be billed after private insurance coverage had 
been exhausted, and the use of a defaulting program to systematically falsify diagnosis codes 
submitted to Medicaid.

According to the complaint, these schemes caused the submission of tens of thousands of false 
claims to Medicaid and allowed the city, through the vendor, to improperly obtain millions of 
dollars of Medicaid reimbursements.

Computer Science officials stressed Friday that the NCTracks-type software in New York is used 
by the state of New York, and not the city.

In August, a state audit of the N.C. Division of Medical Assistance determined there have been 
deficiencies and lapses in how the agency and Computer Sciences have handled the provider 
application process for the state Medicaid program. Computer Sciences has been paid a combined 
$9.9 million by the N.C. Department of Health and Human Services in fiscal years 2011- 12 and 
2012-13.
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Doctors Sue State Over Medicaid Payment Delays

A group of North Carolina doctors has filed a class-action lawsuit 
seeking millions in damages from the state and its contractors over 
flawed computer programs that severely delayed Medicaid 
reimbursements.

The lawsuit filed Thursday alleges that managers at the 
Department of Health and Human Services and its contractors 
Computer Sciences Corporation, Maximus Consulting Services and 
SLI Global Solutions were negligent in the launch of NCTracks. The 
$484 million computer system is intended to streamline the process 
of filing Medicaid claims and issuing payments.

The complaint alleges the July 1 launch of NCTracks was a 
"disaster" and that the software was riddled with errors. The 
problems led to delays of weeks and sometimes months before 
medical providers and hospitals received payment, forcing some 
businesses to take out loans to meet payroll.

(Copyright 2014 The Associated Press. All rights reserved. This 
material may not be published, broadcast, rewritten or redistributed.)
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North Carolina doctors sue state over Medicaid payment delays
Posted: Thursday, January 16, 2014 12:30 pm 

RALEIGH, N.C.- A group of North Carolina doctors has filed a class-action lawsuit seeking millions in damages from the state and its contractors over 
flawed computer programs that severely delayed Medicaid reimbursements.

The lawsuit filed Thursday alleges that managers at the Department of Health and Human Services and its contractors Computer Sciences Corporation, 
Maximus Consulting Services and SLI Global Solutions were negligent in the launch of NCTracks. The $484 million computer system is intended to 
streamline the process of filing Medicaid claims and issuing payments.

The complaint alleges the July 1 launch of NCTracks was a "disaster" and that the software was riddled with errors. The problems led to delays of weeks 
and sometimes months before medical providers and hospitals received payment, forcing some businesses to take out loans to meet payroll.
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Doctors file lawsuit against DHHS over 
NCTracks payment system

Health Care

Jan 16, 2014, 10:13am EST 

Jason deBruyn
Staff Writer- Triangle Business Journal
Email  |  Twitter

The N.C. Department of Health and Human Services and the vendors it contracted 
with to build NCTracks, the Medicaid claims payment system, are facing a lawsuit that could 
incorporate 70,000 health care providers and end up with damages exceeding $100 million.

The suit, filed Thursday morning, outlines flaws in NCTracks and specifically alleges that 
state leaders should have pulled back on launching the new system on July 1 because they 
were warned well in advance of problems.

“NCTracks was supposed to be a model of health care information technology that would 
seamlessly and efficiently process and pay billions of dollars of claims each year. Instead , 
NCTracks has been a disaster, inflicting millions of dollars in damages upon North Carolina’s 
Medicaid providers,” according to the lawsuit, filed by Camden Webb and Knicole Emanuel 
of Williams Mullen.

Last year, the state contracted with Computer Sciences Corporation to build a software 
system to process Medicaid claims from providers. This state had 1.57 million enrolled in 
2012, mostly children or disabled adults. That year, Medicaid spending came to more than 
$14 billion including administrative costs; the federal government pays about two-thirds of 
those costs.

NCTracks went live on July 1 despite warnings, including from State Auditor Beth Wood, that 
it was not ready to process the hundreds of thousands of claims per month it would receive. 
Almost immediately, health care providers complained that they were not receiving the 
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proper payments, leading some to face cash-flow problems and at least one provider to stop 
seeing new Medicaid patients altogether.

Williams Mullen represents half a dozen providers directly, but are seeking to establish a 
class of Medicaid providers that include nine different sub-classes. In total, this lawsuit could 
affect every provider of any Medicaid services, or roughly 70,000 people.

Along with DHHS and CSC, named defendants include SLI Global Solutions, which tested 
NCTracks, and Maximus Consulting Services, which provided an independent review.

The N.C. Medical Society publicly supports the lawsuit.

"NCTracks has inflicted real damage on Medicaid patients and providers across the state for 
the last seven months. We understand, from our own tireless efforts to help our members 
overcome the system defects, that legal action may be the only remaining option to remedy 
the harm to the Medicaid system and get NCTracks to function as advertised," according to 
a statement released by NCMS CEO Bob Seligson.

Jason deBruyn covers the biopharmaceutical and health care industries. Follow 
him on Twitter @jasondebruyn.
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