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We make timelx and accurate
decisions for these programs:

2 168

employees

* Food Stamps/SNAP

e Child Care

* Medical
* Financial
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Eligibility Services Division
Timely and Accurate Decisions
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Caseload, Cost and Full-time Equivalent
FY 2008-13

184,419

153,204

121,712

FTE count
operational costs
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Redefining

* percentage of applications
approved within 14 days of
receipt

* program quality as a
necessary condition
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ESD- ESO

Ideal State
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T - Throughput depends on need; we have
little control of public assistance demand.
Monitor changes and look for ways to
increase capacity for determinations

0 - Improve time it takes to make a
determination; approve more programs in
a shorter period of time

OE - Control and reduce expenses

Program accuracy as a necessary condition
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seek input throughput

rounds

evaluating

solicit hottlenecks

feedhack

FAST
strategy

incentive
program
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systems performance review team

operationally driven -

Imaging

training team

program policy team
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https://www.youtube.com/watch?v=z0_nuvPKIi8
https://www.youtube.com/watch?v=z0_nuvPKIi8
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FAST Plan:
* Increase “one and done” applications

 Increase the percentage of applications =~ .‘

completed thoroughly online
* Align accuracy expectations

* (Create a culture of focusing on determinations vs. clearing tasks
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Phase | .

* Improve online services and increase
number of applications online

* Reduce over-verification

* Flag “one and done” cases

* Align accuracy expectations

* Shift focus on determinations and
timeliness

* Incentivize staff

Phase Il .

* Expand flagging of “one and done” cases
* Electronic verification
* Continue improving strategies
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Week 5
(Feb 16)

Week 1 Week 2

Week 3 Week4 T w

A Week 5

(Apr 13) (Apr 20) (Apr 27) (May 4) (May 11) (KA\‘E;‘; g) VMVeek 7 Week 8
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Strate Week 2 Week 3 Week 4 Week 5 Week 6 Week 7 Week 8
9y (Jun 29) (Jul 6) (Jul13) (Jul 20) (Jul 27) (Aug 3) (Aug 10)

Complete data collection on
paper applications imaged

1. Increase number of |
applications completed
online and throughly

1. Increase number of
applications completed

Devel it
Pilot paper application evelop communty

Meet with WDD leadership Complte approved myGase

) L 1o evaluate effectiveness . T Work with systems to
anfine and thrcughly byEC. tracker for Mountain Lands. partner on:x:pphcaﬂuu of the pilot and finalize and ::;T:{Zf:::;m" implementy;cssimg
nextsteps. changes from validation
and start flagging cases
ineREP.
Start reviewing 500
samples of uneamed Start Phase |l - electronic Start unearned income
incame applications for verification development flagging
2. Increase one and done ey Cornpletion o evoktion
applications

of next 4 teams.
Start reviewing 500

samples of unearned
income applications for
Phase It flagging.

Start evaluating impacts of
training and data mining
for work groups. (Gerald)

Start evaluating impact of
training and data mining

) wmkgmum‘ (Bem -

Complete all training on
TPL, edits and performance

3. Align Accuracy
Expectations

Start evaluating impact of
training and data mining
for workgroups. (Ben)

4, Create culture of focusing
an determinations instead of
dlearing tasks

COMPLETED
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"‘1

* Created report to track “0” ﬁse |
V1
¥

* Enhanced myCase
* Flagged no income applications

* Completed over-verification steps

* Changed accuracy expectations

* Rolled out “Green Light Document”

* Rolled out telephonic self-service portal
* Reviewed impacts of all changes
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Phase || @

* Expanding flagging of “one and done” cases
* Electronic verification
* Continue improving strategies
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Days to Decision

Food Stamps

Medical

Jul Aug Sep Oct Nov Dec Jan Feb Mar Apr May Jun Jul Aug

80%

70%

60%

50%

ESD's “0” Measure

FS/MED

Baseline

Nov. Dec Jan Feb Mar Apr May Jun Jul Aug
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80%

78%

70% 2% 71%

o Percent of Online Applications
60%

Sep Oct Nov Dec Jan Feb Mar Apr May Jun

4000 3,613
3,296
\ —M
2,938
2,661 2,620

2000

Abandoned Online Applications

Sep Oct Nov Dec Jan Feb Mar Apr May Jun
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* Less verification to provide
* Quicker benefit availability
* Reduced call wait times

Verification Requests
B Nov2014

160 . May 2015
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* Reduced number of calls
* Reduced multiple case access
* Reduced number of touches
* Improved proactivity 250

B Nov2014
* Reduced number of tasks 200 ——

* Automated 25% of calls
L

Case Contacts—Touches
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0 Improvement

21

Improved timeliness
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e call wait time 4 minutes

* postage $700,000
* |ong distance charges $850,000

* 168 employees
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Folks, we could not have done it without:

* Dale Ownby (Division Director)

* Matthew Larson (Assistant Director - Systems)
* Kevin Burt (Assistant Director - Policy)

* Workforce Services Executive Director’s Office
* Governor's Office of Management & Budget

FAST Team:

* Muris Prses (Assistant Director)

* Ben Mortensen (Operations Manager)

* Chris Williams (Operations Manager)

* Gerald Gappmayer (Operations Manager)

* Kristopher Dew (Operations Manager) g
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