


























































November 2023

Maine Department of Health and Human Services

Department of Health and Human Services
Overview of Organizational and System 

Challenges and Improvement Efforts



Request: The Commission requested the Department’s perspective on 

areas that need improvement.

Background: Every year, in the budget, Department and Governor’s bills, 

and engagement with the Legislature, we propose and support changes:
• The Legislature has adopted many of these recommendations.

• It has passed its own recommendations as well. 

Approach: 
• The Department aims to document the outcomes of its work.

• In its orientation meetings in January 2023, each component presented its 

progress and challenges.

• Today, we discuss three areas where we both strive for improvements and can 

demonstrate change:
• This presentation is not a comprehensive evaluation of the Department’s work.

• The topics included are illustrative.
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Approach to Presentation

Maine Department of Health and Human Services



• Public health: Ran one of the best-rated state responses to the COVID-19 pandemic, according to 

analyses by the Commonwealth Fund and the National Bureau of Economic Research.

• Health coverage:

• Led the nation with the largest drop in the state uninsured rate from 2019 to 2021, largely due 

to expanding Medicaid, Governor Mills’ first action.

• Launched a State-based Marketplace, CoverME.gov, for private coverage, reversing 

enrollment declines. 

• Working with the Bureau of Insurance, implemented a State Innovation Waiver that reduced 

the average health insurance premium for small businesses for the first time >20 years.

• Health disparities: Supported community-based organizations to address COVID-19 disparities, 

serving nearly 30,000 people, addressing other disparities, created an Office of Population Health 

Equity, and removing barriers to services for asylum seekers.

• Training: Implemented Higher Opportunity for Pathways to Employment (HOPE), with 193 parents 

earning 205 degrees and credentials; expanded statewide “two-generation” or “whole family” 

supports; and ranked 4th best in support for direct care workers according to a new study.

• Child care: Expanded child care slots beyond pre-pandemic levels, creating permanent salary 

supports for over 7,000 child care workers, and supporting child care construction to add as many 

as 4,700 slots.
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Examples Progress to Date

Maine Department of Health and Human Services

https://www.commonwealthfund.org/publications/scorecard/2022/jun/2022-scorecard-state-health-system-performance
https://www.nber.org/system/files/working_papers/w29928/w29928.pdf
https://www.maine.gov/governor/mills/news/maine-has-largest-decline-uninsured-rate-under-governor-mills-according-new-federal-data-2022
https://www.maine.gov/governor/mills/news/governor-mills-signs-executive-order-directing-dhhs-move-forward-medicaid-expansion-2019-01-03
https://www.healthaffairs.org/content/forefront/maine-s-progress-improving-affordability-small-business-health-insurance
https://www.maine.gov/dhhs/blog/maine-dhhs-community-care-team-supports-nearly-30000-people-affected-covid-19-2022-05-04
https://www.maine.gov/dhhs/mecdc/equity/health-equity-projects.shtml
https://www.maine.gov/governor/mills/news/mills-administration-pursues-changes-general-assistance-program-aligning-rules-intent-law-and
https://www.maine.gov/dhhs/blog/hope-program-helps-maine-families-achieve-economic-independence-2022-10-28
https://www.maine.gov/dhhs/blog/maine-dhhs-announces-136-million-new-grants-support-maines-child-care-providers-2022-09-15
https://www.maine.gov/governor/mills/news/governor-mills-applauds-legislative-committee-unanimous-support-bill-raise-wages-child-care
https://www.maine.gov/tools/whatsnew/index.php?topic=DHS+Press+Releases&id=8676742&v=dhhs_article_2020


• Strengthening Maine’s behavioral health system:

o Added a unit to Dorothea Dix Psychiatric Center tailored to serve older adults and 

restored Federal funding for the Riverview Psychiatric Center. 

o Launched pilots including the MaineMOM program; a crisis center “living room” as 

an alternative to jail or an emergency department; and mobile crisis planning 

process.

o Invested $230 million in behavioral health services in 2022 and 2023 alone.

• Reforming how Maine pays for Medicaid: Implementing an award-winning law that 

ensures regularly updated, evidence-based payments that support high-quality health care 

for Maine people and fair and sustainable reimbursement to Maine's providers. 

• Advancing healthy aging: In addition to reforming payment systems, continuing work 

on the Elder Justice Roadmap and social supports like home-delivered meals.

• Expanding capacity and range of supports for individuals with intellectual or 

developmental disabilities: Increased by 46% from 2017 to 2022 the number of adults 

with IDD receiving residential services supports; implementing American Rescue Plan 

$239 million that advances access, innovation, and quality. 
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Examples of Work in Progress

Maine Department of Health and Human Services

https://www.maine.gov/dhhs/ddpc/about-us/geropsychiatric-unit
https://www.maine.gov/governor/mills/news/governor-mills-dhhs-commissioner-lambrew-announce-recertification-riverview-psychiatric-center
https://www.maine.gov/tools/whatsnew/index.php?topic=DHS+Press+Releases&id=5138701&v=dhhs_article_2020
https://spurwink.org/spurwink-in-partnership-with-dhhs-opens-states-first-living-room-crisis-center/
https://www.maine.gov/governor/mills/index.php/news/mills-administration-begins-issuing-154-million-latest-round-state-funding-bolster-behavioral
https://www.maine.gov/tools/whatsnew/index.php?topic=DHS+Press+Releases&id=7463416&v=dhhs_article_2020
https://www.maine.gov/dhhs/oads/about-us/initiatives/elder-justice-coordinating-partnership
https://www.maine.gov/dhhs/blog/mainecare-support-leads-jump-housing-access-adults-intellectual-and-developmental-disabilities-2022-07-28


Challenge: Insufficient services for older youth and adults with IDD
• Siloed services for older youth and adults with intellectual and 

developmental disabilities 

• Few, one-size-fits-all models that don’t adapt to changing needs and 

aspirations 

Approach:

• Based on stakeholder input during a reform process in 2020 to 2021, OADS 

has proposed a Lifespan Waiver to begin January 2025. 

• Key features include the following:

• Enrollment starting at age 14 to support families, prepare children for 

greater independence and facilitate seamless transition to adult services

• Enable supports to change over time within one program

• Introduce service innovation and expand self-direction

• Better address the impact of aging for individuals with IDD (and their 

families) 

5

Office of Aging and Disability Services

Maine Department of Health and Human Services



Challenge: Extended call wait times 

• Expansion of eligibility that strains eligibility specialists 

• Increased demand with impact of the pandemic, increased inflation 

• Federal pandemic suspension and then resumption of eligibility 

determinations (“unwinding”)

Approach:

• Created Wilton Call Center to help answer influx of calls

• Launched redesign of mymaineconnection.gov, an online services platform

• Supplemented staff with 150 contracted staff for support

• Created cross-Department unwinding team to manage end of the pandemic

• Created a dedicated position in the Commissioner’s Office to coordinate

• Utilized CoverME.gov call center vendor to perform outbound calls to 
MaineCare members to update their contact information

• Provided an extended 90-day window for individuals disenrolled from 
MaineCare to apply and select a plan through CoverME.gov
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Office for Family Independence

Maine Department of Health and Human Services



Challenge: Increased challenges and needs for Maine families
• Rapidly expanded need

• Concerns about service gaps and sufficiency of organizational support

Approach:

• Created a third Associate Director, ensuring clear accountability for child 

care (early care and education) and children’s behavioral health services

• Dramatically increased state lines for child welfare, along with the type of 

positions to account for stresses on current staff

• Implemented Family First Preventive Services Act aggressively to expand 

early intervention and services

• Developed a Child Safety and Family Wellbeing Plan to intervene earlier 

upstream

• Acted on recommendations from the many child welfare oversight and 

advocacy organizations on system improvements
• This includes policy and practice changes within OCFS and DHHS control
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Office of Child and Family Services

Maine Department of Health and Human Services



On the structure of the Department in general and OCFS in particular, 

specifically whether child and family services or just child welfare should 

be broken out into its own department, we are open to ideas that improve 

Departmental services and help Maine kids and families.
• In the past, legislation was put forward to restructure the Department. We 

opposed these bills over concerns that creating additional bureaucracy 

could hinder delivery of services.

• This remains a concern, but the Department would reconsider this position 

if an in-depth review indicates that a restructuring, along with the cost to 

replicate infrastructure currently shared in DHHS, could improve services

more than other investments (such as staff salaries and supports).

• Health, safety, and welfare are our most important goals and we remain 

open to all policy ideas that are supported by evidence and can help 

improve the Department’s ability to achieve its mission.
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Office of Child and Family Services

Maine Department of Health and Human Services



• Constituents

• Legislators

• Congressional 
Delegation

• Partner Organizations

• Other Depts/Offices

Constituent 
Inquiries

• Constituent Services 
Coordinator & Public 
Access Officer 

• Respond or assign to 
Offices for follow up

• Track data

Commissioner’s 
Office • Review inquiries

• Address constituent 
case challenges

• Consider public input 
on policy and programs

Program 
Experts
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Constituent Services

Maine Department of Health and Human Services
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Constituent Services

Maine Department of Health and Human Services

67%

14%

5%

5%

3%
2% 4%

Same Day

1-2 Days

3-4 Days

5-6 Days

7-8 Days

9-10 Days

11+ Days

Timeliness of Constituent Services Responses

• Data from July-Sept 2023

• Over 80% of issues 

resolved within 2 days

• 869 tracked inquiries to

the Commissioner’s       

Office during Q3
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