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Dear Secretary Corley:

In accordance with Section 20.055(7), Florida Statutes, enclosed is the annual report
of the major work efforts and activities in the Office of Inspector General under the
direction of former Inspector General Stanley J. Behmke for Fiscal Year 2011'2012.

The Office of lnspector General looks forward to serving you in the future. We will
also continue to work with Departmental management and staff to promote our
mission of providing independent, objective assurance and consulting services

designed to add value and improve the agency's operations. Thank you for your
continued support ofour efforts.
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INTRoDUcTIoN

BACKGROUND

The Florida Department ofElder Affairs is the agency constitutionally designated by Florida

voters to "serve as the primary state agency responsible for administering human services

programs for the elderly..." (Section 430.03 Florida Statutes). Its purpose is to serve elders in

every aspect possible to help them keep their self-sufficiency and self-determination.

The agency administers a variety of innovative programs and services that empower elders to age

in place with dignity, security, and purpose in an elder-friendly environment.

The majority of programs administered by the Department are privatized. Over 94 percent of its

budget goes to services provided primarily by non-profit agencies and local govemments under

contract through the state's I I Area Agencies on Aging (AAAs), which are mandated by the

federal Older Americans Act.

On,r.Icn oF INSPECTOR GnxOUI

On October I, 1994, Chapter 94-235 Laws of Florida took effect and created in all state agencies

an Office of Inspector General (OIG). The qualifications for the lnspector General, and the

specific duties and responsibilities ofthe OIG, are mandated and described in Section 20.055,

Florida Statutes.

The Office of Inspector General is an essential component ofexecutive direction in the

Department of Elder Affairs; it provides independent, objective assurance and consulting

activities designed to add value and improve agency operations.

The OIG provides a central point for coordination oi and responsibility for, activities that

provide accountability, integrity, and efficiency in govemment.

The OIG conducts audits, investigations and other accountability activities for the purpose of
promoting economy and efficiency to prevent and detect fraud or abuse in programs and

operations carried out or financed by the Department.

The OIG ensures effective coordination and cooperation between the Florida Auditor General,

the Office of Program Policy Analysis and Government Accountability, and federal auditors to

avoid dunlication of services.

ryFl,oR )A Dl-tpn R IMFtN I ot Et.DItR Al'l,AtRS
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Pursuant to state statute, the Inspector General reports directly to the agency Secretary. The OIG

has full, free, and unrestricted access to all Departmental activities, records, data, and property,

and may request any other information it deems necessary to carry out audit assignments or

investigations as needed.

OIG employees stay up to date with curent trends in intemal auditing and maintain professional

proficiency through membership in various industry associations, participation in conferences,

and attendance in relevant training or continuing professional education programs.

Section 20.055, Florida Statutes, requires that each inspector general submit to the department

Secretary an annual report, not later than September 30 ofeach year, summarizing its activities

during the preceding state fiscal year. This report includes, but is not limited to:

o A summary ofeach audit and investigation completed during the reporting period;

o A description ofsignificant abuses and deficiencies relating to the administration of
programs and operations of the agency disclosed by investigations, audits, reviews, or

other activities during the reporting period; and,

o A description of recommendations for corrective action made by the OIG during the

reporting period with respect to significant problems, abuses, or deficiencies identified.

This report is presented to the Secretary in accordance with the statutory requirements and to

describe how the OIG accomplishes its mission as defined by Florida Law.

IxspncTon Gf, NERAL RESPONSIBILITIES

The specific duties and responsibilities ofthe Inspector General according to Section 20.055(2).
Florida Statutes, include:

r To assess the reliability and validity ofthe information provided by the department on
performance measures and standards, and make recommendations lor improvement, if
necessary;

o To review actions taken by the department to improve program performance, to meet
program standards and, if necessary, make recommendations for improvement;

o To supervise and coordinate audits, investigations and management reviews relating to
the programs and operations of the department;

o To conduct, supervise or coordinate other activities canied out or financed by the agency

for the purpose of promoting economy and efficiency in the administration of, or
preventing and detecting fraud and abuse in, its programs and operations;

e To keep the department head informed concerning fraud, abuses and deficiencies relating
to programs and operations administered or financed by the department, recommend
corrective action and report on the implementation ofthe conective actions;

o To review, as appropriate, rules relating to the programs and operations of the department
and make recommendations

FLORIDA DEPARTMI'N1' OF EI,I)I.]R AITI'AtRS
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To maintain an appropriate balance between audit, investigative and other accountability
activities;
To monitor the implementation of the department's response to Auditor General audits;
and

To receive complaints and coordinate department activities as required by the Whistle-
blower's Act and/or the Chief Insoector Ceneral.

OncanrzlrroN PRoFTLE

Srlrr QullrFrcATIoNS

OIG staff members have background and experience in a wide variety ofdisciplines that include

accounting, auditing, program evaluation, management, and communications. They have

professional certifications and participate in a number ofprofessional organizations to maintain

proficiency in the areas oftheir profession. Below is a summary ofthe professional alfiliations

and certifications maintained by OIG staff members:

AFFILIATIoNS:

o Association of lnspectors General

o Institute of lntemal Auditors
o Florida Chapter, Association of Inspectors General

o Information Systems Audit and Control Association
o Association of Government Accountants

Conrlrrclrrons:
r 2 Certified lntemal Auditors
o I Certified Inspector General

o I Certified Information Svstems Auditor

TRAINING

The Association of Inspectors General specifies that each staff member who performs

investigations, audits, inspections, evaluations, or reviews shall receive at least 40 hours of
continuing professional education every two years that directly enhances the person's

professional proficiency. lntemal audit staff maintains profbssional proficiency by completing at

least 80 hours ofcontinuing education every two years. Staff members attend courses, webinars,

and audio conferences throughout the year to fulfill these training requirements.

FI,oRII)A DI-]PAR'I.MI.]N I. OI.. EI,I)I.]R AT.I..AIRS re
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Aunrr Acrrvtrrns

The Office of Inspector General maintains an activity tracking system in the "lntegrated Intemal

Audit Management System" housed at the Florida Department of Children and Families in the

Northwood Data Center. This database is used to record and manase all OIG activities and has

enabled the office to go paperless.

All OIG projects are categorized into three classifications: I ) audits [intemal and extemal], 2)

preliminary inquiries and investigations, and 3) other accountability activities Ispecial projects

and consulting activitiesl. In accordance with Section 20.055(2Xi), Florida Statutes, the

Inspector General ensures that an appropriate balance is maintained between these three

categories.

INTERNAL Aunn Sncrlox Ovenvtnw

The purpose of the Intemal Audit Section is to help the Department accomplish its objectives by

providing management with independent and objective reviews and consultation regarding risk

management, control and govemance processes of financial, operational, information

technology, and other relevant areas. Analyses, appraisals, and recommendations related to

reviews ofprogram areas and processes are fumished to management and other Department

employees to assist them in effectively managing their areas of responsibility.

Intemal audit activities are performed in accordance with Internalional Standards for the

Professional Practice of Internal Auditing, published by the Institute of Intemal Auditors, and

General Principles and Standards .for Offices of Inspeclor General published by the Association

oflnspectors General. Intemal audits completed in Fiscal Year 201 l -2012 contained

recommendations for improvements in intemal controls and offered enhancements to

Departmental operational policies and procedures.

INrrnxll Auoms

LoNG-TERM Clnn CoprnauNITy DIvERSIoN PRocRAM AUDIT

DOEA Report # A-l0llDEA-023

The objective of this audit was to evaluate the adequacy and effectiveness ofcontrols
sunounding the quality assurance and monitoring processes ofthe Long-Term Care Community

Diversion Program. As part of this evaluation, we examined the Department's intemal controls,

FLORIDA DEPARTMEN T oIT ELDT,R AI.I.AIRS E
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efficient use ofresources, and compliance with related laws, regulations, and Department

policies and procedures for the Long-Term Care Community Diversion Program.

The scope of this audit focused on the Long-Term Care Community Diversion Program for the

period ofJuly l, 2010 to April 30,201l. Background work on this engagement was initiated in

Fiscal Year 2010-2011, but the audit was not completed until Fiscal Year 2011-2012.

Sulrn.Lnv or FTNDTNGS

o The Department does not have a process to electronically assemble and analyze all

available data when conducting the risk assessment step in the development of its

monitoring plan.

o Diversion monitoring needs improvements, better segregation ofduties, and additional

resources.

o Duplicate enrollee Medicaid payments were made to diversion providers.

o The Department can enhance its fiscal reviews ofdiversion providers by obtaining and

analyzing additional readily available fi nancial information.

RECoMMENDATIoNS
r The Department should establish a process to electronically capture and coordinate data

analysis between the Client Information & Registration Tracking System (CIRTS),

encounter data, care plans, and service provider listings for managed care programs to

better assess risks and quality ofcare to enrollees and the proper delivery ofservices by

providers.

o The Department should take appropriate action to better segregate contract monitoring

functions from contract managers to enhance independence and objectivity ofthe
monitoring process.

o The Long-Term Care Diversion Program monitors should increase the number of
enrollee visitations to a level that is statistically significant to provide program

management with better reliance on this important monitoring tool.

o The diversion program should create a master spreadsheet and/or database for comparing

past invoices with cunent invoices from the Agency for Health Care Administration
(AHCA) to provide an edit check for possible duplicate payments by examining the

entire population ofenrollees, the time period for the payments, and a comparison with
past payments to ensure that there are no duplicate payments for the same time period.

. The diversion program should include a review ofany publicly traded parent company's

l0-K filings as an additional control ofany Medicaid-related issues that may affect the

diversion program.

Fl-oRtDA DEPARTMENT oF E[-DER AFFAIRS
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Coxrucr Monnonrxc Auorr
DOEA REPORT # A-IlI2DEA-013

Contract monitoring is an essential part of the procurement process for the State of Florida. It
helps protect taxpayer dollars and ensure that contracted services and goods are delivered in

accordance with contract terms. Sound policies and procedures for contract monitoring are

necessary to efficiently and effectively manage the billions ofdollars spent each year by State of
Florida agencies. The OIG examined the Department's current Fiscal Year 2011-2012 policies,

procedures, and processes for monitoring contract agreements for services.

During the course ofour field work, we determined that the contract policies and procedures

complied with state laws, rules, and other regulatory requirements. Furthermore, we noted

several risks and areas lor improvement which emphasize implementation of best practices for

the contracting process.

SUMMARY oF FINDINGS
o lntemal policies and procedures for the contracting process need consolidation.

. Contract management training needs improvement.

RECoMMENDATIONS
r The Department should create a central repository on the intranet which contains all the

necessary Department policies and procedures, templates, and forms pertaining to

contract administration, management, and invoicing and payment processing.

o The Department should establish an annual internal training program for all staff

involved in the contraoting process. We further recommended that the updating of
position descriptions for those related to the contracting process to include at a minimum

a requirement to maintain continuing professional education and training in the

contracting process, as deemed appropriate by the Department.

ExrnRxlr, AuDtrs

The Office oflnspector General coordinates internal and extemal audit engagements to ensure

adequate audit coverage and to minimize duplication ofeffo(s. ln addition, it monitors and

assesses any corrective action taken by the Department in response to recommendations made by

the Auditor General, the Office of Program Policy Analysis and Govemment Accountability
(OPPAGA), and federal auditors. A summary of significant extemal audit engagements

conducted in Fiscal Year 201l-2012 follows.

Fl.oR )A DITPARTMENT ot ELDDR AI.t AtRS 3
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Aunmon GINERAL Rf,PoRTS

Fnonnrl Awlnns Auur
RnpoRr No.2012-142, Mlncu 2012

As a condition of receiving federal funds, the U.S. Office of Management and Budget (OMB)

requires, as described in OMB Circular A- 133, an audit of the State's financial statements and

major federal awards programs. Pursuant to Section I 1.45, Florida Statutes, the Auditor General

conducted an audit ofthe basic financial statements ofthe State of Florida as ofand for the fiscal

year ending June 30, 201 I .

The objectives ofthe audit were to express an opinion on the State's compliance with

requirements applicable to each major federal program and an opinion on whether the State of
Florida, Schedule of Expenditures of Federal Awards is fairly presented in all material respects

in relation to the State's basic financial statements taken as a whole.

Numerous state agencies were cited in the report, some for a number of control or compliance

issues, but none ofthe findings contained in the final repo( related to the Department of Elder

Affairs.

CONSUMER-DIRECTED CInT PIUS PROGRAM, AGING RESOURCE CENTERS, AND

PRroR AuDrr For,low-up OpERATIoNAL AuDtr
REPoRT No.20l2-135, MARCH 2012

In November 2010, pursuant to Section I 1.45, Florida Statutes, the Auditor General initiated
an operational audit ofthe Department of Elder Aflairs lor the period July I, 2009 - February
28-2011.

The general objectives ofthe audit were to evaluate, for selected topics, management's

performance and the effectiveness of established internal controls in achieving compliance

with controlling laws, administrative rules, and other guidelines; the economic and efficient

operation ofthe agency; the reliability of records and reports; and the safeguarding ofassets.

This operational audit of the Department of Elder Affairs focused on the Consumer-Directed

Care Plus (CDC+) Program and the operations of Aging Resource Centers (ARCs) and also

included a lollow-up on prior audit findings.

reFt.oRIDA DFj'AR I'MI-]N I of- Et.Dt-tR AI,I,AIRS
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Sutumlnv oF FTNDTNGS

r The Department was not always timely in requesting background screenings for CDC+

Program direct service providers. In addition, the Department did not always ensure that

background screenings lor CDC+ Program direct service providers were lree of
disqualifu ing offenses.

o The Department did not always maintain consumer cash purchases documentation to

demonstrate that the amounts expended were lor authorized purposes. In addition,

instances were noted in which cash payments were made to consumer representatives

aller the consumers had left the program.

o The data captured in the ARCs' call{racking system lacked the quality and consistency

needed to allow the Department to perform meaningful analysis of the data for the

purpose of ensuring that consumers were referred in an effective and timely manner.

o The ARCs did not always follow up on consumer contacts within the required

timeframes. Also, ARC-subcontracted providers enrolled consumers, which increased the

risk for conflicts of interest in the assessment of the need for particular services for

consumers.

. Department management of the Client lnformation and Registration Tracking System

(CIRTS) access privileges needed improvement.

o Certain security controls protecting CIRTS data and Department Information Technology
(lT) resources needed enhancement.

Mulrr-Acrxcy OpERATIoNAL AuDrr - ELIcIBILITY DETERMTNATIoN

ln December 201 l, pursuant to Section I 1.45, Florida Statutes, the Auditor General initiated

a multi-agency operational audit ofthe State's public assistance eligibility determination

process, which included the Department of Elder Aff'airs fbr the period July | ,2012 -

January 31,2012.

At the time of this report, the audit team is still conducting audit testing and no preliminar,

and tentative findings have been released.

PRELIMINARY INQUIRIES AND INvESTTCITTONS

The Offlce of Inspector General (OIG) is responsible for conducting investigations regarding

violations of laws, policies, procedures, rules, and regulations. The OIG must comply with the

provisions ofthe Whistle-blower's Act and conduct investigations accordingly.

FI,oRIDA DEPARTMENT OF EI,I)I.)R AFI'AIRS E
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Inquiries may be initiated as a result of intbrmation from state employees, private citizens,

federal agencies, legislators, the Department Secretary, or any other person with concems about

the integrity ofthe Department's operations or its employees.

The OIG is responsible for investigating waste and abuse involving employees, vendors,

contractors, or consultants, and it monitors complaints against the Department on both the

Govemor's Whistle-blower Hotline and the Comptroller's GeGLean Hotline.

PRELIMINARY INQUIRIES

HoPf, DAY CARE

#P-1112D8A-009

The Department received a complaint alleging that a subcontracted agency failed to reimburse a

provider for services previously rendered. The provider was seeking reimbursement for the

periods of December 201 0-March 201 I . Based on the information obtained from the

subcontractor, the provider was reimbursed fbr the eligible services provided through March 31,

201t.

Etvtpt ovrn MISCoNDUCT

#P-lll2DEA-0ll

The Department received a potential Whistle-blower complaint from a former employee alleging

misconduct regarding a former supervisor. The allegations made by the former employee did not

meet the requirements for Whistle-blower status. but the allegations were reviewed (See

#sl I I2DEA-014).

PERSONAL Hf, ALTH INFORMATION

#P-lttzDEA-024

The Depa(ment was notified by the Inspector General at the Agency for Health Care

Administration (AHCA) that letters regarding critical changes to the Medicaid laws were being

sent to waiver clients' homes. There was speculation that the clients' personal health

inlormation (PHI) was misused in order to obtain the clients' mailing addresses.

FLoRtI)A DUpARt MENT oF ELDFTR AttAtRs re
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SnnvrNc Hnnlrn INSURANcE NEEDs oF ELDERS (SHINE)

#P-1l12DEA-029

The Department was forwarded a complaint from the Department of Children and Families

(DCF) alleging that Adult Protective Services (APS) reporter data had been improperly released.

The complainant received services from one ofthe Department's Serving Health Insurance

Needs of Elders (SHINE) employees. The SHINE employee provided Medicare and health

insurance counseling services to the senior via telephone and obtained verbal approval to acquire

personal health information as part of this assistance. Over the course of time, the SHINE

employee became concerned about the complainant's wellare because the phone conversations

suggested the possibility of self-neglect. The SHINE employee properly consulted the Bureau of
Elder Right's Office to determine if APS should be contacted. The Bureau of Elder Rights

agreed and APS was notified. The complainant had concluded that the SHINE employee had

contacted APS and confronted the employee on this matter. Department procedures were

followed, and we found no evidence of inappropriate disclosure ofAPS reporter information.

INvf,STIGATIONS

LlrrLE HAvANA Acrtvlrtns AND NurRITtoN CENTERS oF DADE CouxtY, Ixc.
(LHANC)
#I-ll I2DEA-023

A complainant provided information to the Department alleging possible wrongdoing by

individuals at Little Havana Activities and Nutrition Centers of Dade County, Inc. (LHANC). It
was determined the complainant did not have direct knowledge of matters alleged, rather,

according to the complainant. the complainant relied on information supplied by an anonymous

source who refused to come forward or be identified. In consultation with the Executive Office

of the Govemor's Chief Inspector General, the complainant was granted Whistle-blower

designation, and an investigation was initiated by the Department's Office of lnspector General.

The Whistle-blower alleged that LHANC did not follow proper competitive bidding procedures

when awarding the building contracts for two fixed capital outlay (FCO) grants; that the winning

bidder for both FCO projects was told the amount to bid in order to beat any competing

submission; and that the winning bidder was the son-in-law ofthe President and Director of
LHANC.

FI,oRIDA DEPAR.I.MENT OF EI,Dt'R AI.I.AIRS re
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During the course of the investigation, no evidence was found to indicate that either the architect

or construction firms were told what amount to bid at the first senior center. The construction bid

for the second senior center had not yet been awarded.

It was determined that LHANC failed to follow a competitive bidding process in awarding the

architect contract for the second senior center, as required by Section 287.055, Florida Statutes.

The Director of LHANC asserted that he was advised that there was no requirement to bid for

the architect. However, no evidence was lound that the Department amended the Memorandum

of Understanding (MOU) granting any waiver to the requirements of the MOU.

While the son-in-law was awarded a project manager contract as a result of a competitive

process, the documentation of the selection/request for approval LHANC sent to the Miaml-

Dade County Department of Housing and Community Development did not clearly identify the

relationship between both individuals.

The matter of LHANC's failure to follow a system of competitive bidding for the award of the

architect contract at the second senior center was referred to the Department's Office ofGeneral

Counsel for consideration and appropriate action.

OTUBn ACCOUNTABILITY ACTIVITI ES

Spncre,l PRoJECTS

The lnspector (ieneral provides advisory and consulting services to all areas ofthe agency. The

OIG and Department management agree on the nature and scope ofthese activities, which are

designed to add value and improve agency operations.

The OIG conducted a variety ofother accountability activities in Fiscal Year 2011-2012,

including but not limited to, continuing selt'-assessment, legislative monitoring, agency-wide risk

assessment, continuous training needs assessment, and numerous other special projects.

Following is a summary of some of the higher priority projects.

Ft.oRtDA DIpARTM[NT ot ELDDR AI.FAIRS re
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CoupnnHnNsrvn ASSESSMENT & Rnvrsw pon LoNc-TnRM CARE SERvtcEs

(CARES)

#s-11t2DEA-014

At the request ofthe Secretary, the Office of lnspector General conducted an independent review

to address the number and variety of issues raised regarding CARES staffand management. We

opened a special project to identifu the areas ofconflict between CARES and the Bureau of
Human Resources (HR). We endeavored to identify specific disagreements, unveil the risks to

the Department that they created, and provide recommendations on how to address some of the

most significant problems disclosed in the review. We recommended that senior management

conduct a management review of the Bureau Chief of Human Resources position to determine if
the span ofcontrol is appropriate to eff'ectively and efficiently manage both the HR and General

Services Bureaus.

INFoRMATToN TECHNoLocy (IT) MoBILE Tncnxolocv ENTERPRISE Pno.lncr
#s-1l12DEA-016

The lnformation 'technology (lT) Mobile Technology Enterprise Project was performed as a

result of the Chief Inspector General's Enterprise Project Plan. Due to the potential high risk to

the enterprise, the lT mobile technology topic was selected as a project in the plan. Our Office

of lnspector General cooperated with the Chief Inspector General in this project. This project

covered the current State of Florida information technology govemance lramework and use of
mobile computing with various mobile devices.

The objectives ofthe project were to identify statewide trends for mobile computing; identify

best practices by evaluating mobile computing uses within each agency; determine ifthe
enterprise has defined, established, and maintained a mobile computing framework; and to

determine how each Department has implemented this framework.

Two surveys were distributed: one to each Department's Chief Information Officer (CIO) and

one to all Department employees. The survey responses revealed that agency-owned mobile

computing devices were the devices primarily used within the enterprise, and a trend has begun

with the use of personally-owned devices. Mobile devices such as smartphones, tablets, and

cellphones are being tested and implemented by CIOs to improve business operations, ensure

continuity ofoperations, and reduce costs.

FLoRII)A DIipAIt'tMttN r ot, ELDER AI.I,AIRS re



Olrrce or INSPEcToR GENERAL

ANNUAL REPoRT

FrscAL YEAR 20 | l -2012

AIrnnrcIx RECOVERY AND Rf,INVESTMENT Acr (ARRA) FOIIOw-up RTVTTW

#s-lll2DEA-OI8

The scope of this review fbcused on the Department's internal controls to ensure that the funds

received were accountable and transparent. The Florida Department of Elder Affairs was

awarded four grants that totaled over $9.6 million. The Department funded four programs with

these grants: congregate nutrition services, home-delivered meals, Senior Community Service

Employment Program (SCSEP), and ARRA Chronic Disease Self-Management Program

(CDSMP). After concluding the review of the funds received from ARRA, there were no

significant risks identified. The Office of Inspector General considered ARRA a low risk area for

the Department. The Department has adequate controls to ensure that the funds received were

accountable and transparent.

2OT l IT RISK ASSESSMf,NT

#s-lll2DEA-020

Pursuant to Section 282.318 (4) (c) and (f1, Florida Statutes, each agency is required to

"conduct, and update every 3 years, a comprehensive risk analysis to determine the security

threats to the data, information, and information technology resources ofthe agency," and to

"ensure that periodic internal audits and evaluations ofthe agency's security program for the

data, information, and information technology resources of the agency are conducted." The

Department's Inlormation Security Manager coordinated the effort ofanswering the survey and

assembling the supporting documentation. The Department's Inspector General staff reviewed

the completed assessments and verified the reasonableness ofthe responses. The Department

head reviewed and signed the assessment that was submitted to the Agency lor Enterprise

Information Technology (AEIT).

Srlrnwrnn PuBLrc Gulnor.AxsHrp OFFTCE (SPGO)

#s-11l2DEA-022

A review was initiated after a complaint was received regarding the quality of the training

manual developed for the Statewide Public Guardianship Office (SPGO). The complainant

alleged the manual was poorly written, contained incorrect inlormation, and had several

typographical errors. The complainant suggested that the Department wasted funds having the

manual created. The training manual was reviewed, and interviews were held with SPGO staff
and trainers. Overall, the SPGO staff and trainers were satisfied and supported the content of the

trainins manual.

FLoRIDA DEPAR]MDNT oIT Et,DI]R AI.T.AIRS rc
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SrnvrNc Hn^Ar,rn lxsuru.ncE NEEDS oF ELDERS (SHINE)
#s-l1l2DEA-026

At the request of the Secretary, the Office of Inspector General reviewed the SHINE program to

identify options for reducing costs and improving the current model ofproviding information,

counseling, and enrollment assistance to Medicare beneficiaries. Our review was initiated with
the primary objective of providing Department management with a range of altematives for
managing the SHINE program, including options from enhancing the current program to a

centralized operational model managed by the Department. The options attempted to identiry

ways to increase efficiency by decreasing both program and administrative costs.
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