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Mar - 08

Families
Cash Assistance: 48,114
Food Stamps: 743,049
Medicaid: 1,293,507

Persons
Cash Assistance: 77,503
Food Stamps: 1,441,726
Medicaid: 1,765,087

Applications: 430,324
Reviews: 109,133

Workforce: 4109

Mar - 07

Families
Cash Assistance: 47,337
Food Stamps: 620,128
Medicaid: 1,242,636

Persons
Cash Assistance: 77,333
Food Stamps: 1,211,941
Medicaid: 1,700,552

Applications: 383-239
Reviews: 97,970

Workforce: 4109

http://www.dcf.state.fl.us/publications/docs/quickfacts.pdf




Modernization Recap

Accomplishments

Streamlined operations and simplified eligibility determination.
Reduced staff by 43% with increases in workload.

Increased access points in the community by almost 1500% with combined community
partnership and DCF locations.

Consolidated back room processing and reduced the number of DCF walk-in offices
Reduced number of DCF office buildings by 33%

Recognition

Winner (out of 1,000 entrants) of the 2007 ASH Institute Innovations in American
Government Award,.

Received a high performance bonus check, $5,481,910, from USDA'’s Food, Nutrition
and Consumer Services for improved accuracy rate of 95.85% in issuing food stamps
for the FFY 2007.

Visited by more than 40 states and national organizations.
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The Information Highway - Where We’'ve Been

Benefit Platinum Partner
Recovery Call Center Power Web Application o Website
System Setup SCHIP Tools Conversion to Java DRA Medicaid
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Center Changes
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We Built

Web Application

Call Centers

If You Build it
They Will Come...

We Needed

Easy Computer Access

Easier to use Application
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Easy Computer Access Through Store Fronts
And Community Partners

e Self-service
 Greeters avallable
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B No
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ACCESS Web Application — Easier to Use
March '08 Improvements

] Application
& Benelt Selecbion
+ Appicant

ninmaten
+ Appiscation
Surmmary

[ Heuseheld

@ Assets

@ Employment

[E Other Incoms

[ Expenses

& Apply

PACCEsS

Benefit Selection

Sedect for whom you are appling

 1am apphing for mysell

# | am apphying for myself and my family

© lam apphying for ancther indnidual (nol myset)

Choose all programs for which you would ke 10 apphy

¥ Food Stamps

The Food Stamp Program helps low-income households o buy nulribous food. A food
stamp household is normaly a group of pecple who s 1ogether and buy food and
prepare meals together.

Cash Assistance:

Thi Temporary Cash Assistance (TCA) program provides cash assistance 1o low
income families with children, and women in the Sth month of pregnancy, or women in
thwir Bth Frnth of pregraancy wha an: unable 1o work

F Cash assistance for rysed of myvsell and my tamily

I Cash assistance for a child the court's placed with me

™ Cash assistance for a child that is nof mine bat is refated fo mea

™ Cash assistance for Refugees

= Medicaid

The Medicad program provides medical coverige to low incoms indndduals and
families. Medicaid senaces in Flonda ane administened by the Agency for Health Care
Adrninistration

I~ HCBSWalvers

Home and community based senices (HCBS) Medicaid waiver programs provide
Medicaid seraces to indnaduals al nisk of placement in a nursing home. These
programs may provide additional senices nol available through reguiar Medicaid

™ Mursing Home Medicaid Coverage

Mursing hosme Medcaid coverane provdes medical assistance including the cost of
cara for ndriduals placed in nursing homes

Case Summaries

Progress Bar

Navigation Menu

Evaluates Expedited
Services




ACCEptancE

Departmentof Children & Families IES!

e p ISt . Easier to Use Web
]

Progress Bar
Applicant Information
3% Complete
Merw Enter the following contactinformation for the head of the household.
E Application
< Bgnefit Selection  ENREryourlegal name (do notuse nicknames | Hyou are applying forsomecne else,
& pelicant da not enter your name, enter the name of the persen whois the head of their . . .
imaten  household Application Information
4;.:plbuum Firstname Hiddle Initial Lasiname
YTy h ™
) dory L [ewmt | =]
[ Assets

[ Employment Enterthe address whera the people you are applying for live, do notenter a Post
[ Other Income Office Box, The persons you are applying for mustba aFlorida resident to recaive

& Expenses assistance from Florida.
[ Apply Addrass line 1 Address line 2
[1520N Mornme Sraet St 85
City State Zip = Departmentiof Children & Families
[Talizhasses [ Rarida = |ﬁ1 English Espafiol Kreyol ACCESS Online #: 612402235
Application S
If the people you are applying for receive mail at a different i Yes Mo i etbnteblesided o £
address from their living address, enter that addrass hera.
Address line 1 Addressline 2 e m
| | E:-PP“HMH Victory Testingit
ic'tf" l&mﬂ = IEP * Applicant 1940 N Monroe St, Suite 85, Tallahassee, FL, 323996506
I + Application m dress
Summary Not Entered
Whatlan would referfor # English F3panish Crol e =
mum:ﬁguage et e S CIBRCIL SRS P e E:r.!;:ym. - Home phone: (850)555-5555 Cell phone: (850)555-5552

Work phone: Email address:

@ Other Income
HﬂmaphnW Waork phone @ Expenses
Celiphone [P0/ 555  Email address HRREY

English -

rl a apping for mysel Iz ood Stamps: '
71 am applying for myself and my | Cash assistance for myself or myself and my

family family.
= 1 am applying for another |~ Cash assistance for a child the court's placed
individual (not myseilf) with me.

I~ Cash assistance for a child that is not mine
but is related to me.

|I” Cash assistance for Refugees.

|F Medicaid:

SySte m D I S p I ayS ; ﬁﬁgigtat;:neésﬁedtcaid Coverage:
Summary

When completed, click the Continue button below.




[ACCESS Online #: 612402235 Print

CONFIRMATION PAGE

Your electronic application for assistance, dated
02182008 has been received,

Your application number is 612402236,

You may print this page for your receipt.

Would vou like to receive an email Confirmation? © Yes & Ho  d—
By salecting Yes, a confirmation email will be sent to email address entered. E-
il

If you not previowsly entered an email address you may enter one hene
If you want to make a change to the address previously enlered, change
here.

If you are completing this appication for assistance betweenthe hoursof [
BAM and 4:00PM (Monday through Friday excheding holidays) and you are
available to speak to a Deparment representative, please include a phone
number where we can reach you if necessary
Please select where you are completing your apphcation © Home
¢ Department of Children
and Families
& Comrmumnity Partner
© Other location

Would you be willing to complete a survey? © Yes & Ho

Your application is dated the day you submit your application using the electronic signature or
the next business day if subrmitted afer hours or on & weekend of hobday. However please
allow us 15 to 30 days to process vour application. Some applications for Medicaid may lake:
langer if we need to determine if someoans i5 disabled

e have deterrmned that you are nol ekgible for an expedited inteniew: You do nol appear o
meet expedited food stamp cntena because of the answers you gave on this application o

Please read the following information concerning what happens next

« If you are at a local Customer Service Center, you may have a brief interview with
Departiment of Children and Familes staff. or

+ If you are not at a local Depariment of Chaldren and Familes Senice (DCF) Center, you
may be contacted by DCF for additional information

« Fwe need addibonal information of an interview with you, we will contact you within 5 1o
10 days after receiving your applcation

After your applcation is processed by DCF you will receive a notice of decision regarding
requesied benefits

If you would like to check the status of your application you may go
to hittp:/fessdw.def. state.flusiwebaru-ace! Please allow five days after you file an

application

If you need to add comments o this apphcation before it is processed, ga back to the
beginning of the appécation and select, “Add Comments to an Application that Has been
Submitted With an E-signature”. If the case i already being processed, you will receive a
message when you enter the application number and will not be allowed to enter the:
comments.

Normal business hours are 8:00 A M until 5:00 P. M. local time, Monday through Friday

Confirmation Page

Email serves as a recelipt
for the customer.

Dynamic section informs
customer of potentially
eligibility for expedited
services.
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Call Centers

Had 350 agents
but the calls
Increased more
than 25% In
the last 2 years

If You Build it
They Will Come...

More ways to provide
Information

sAutomated response
unit

*\Web response unit
My Account




My Account Authentication

Department of Children & Families

Welcome to the Department of Children and Families Account Portal

AAccEss

Florida

Your Gateway to My ACCESS Account

Before you get started, below is an explanation of how My ACCESS Account works and some information you may
need to establish your My ACCESS Account.

IACCESS My Account

Img Before you start

| Y¥ou should know the case number and be familiar with

information provided to us for the application or ongoing
Password | | case. Note: Only the Payee, Primary Information Person,
and an Authorized / Designated Representative can setup an
account for a case.

Img Need to Register
To register and create an account, click Register Now.

Forgot User Name? | Forgot Password? Img Security
This site is secured and will protect your privacy. The
privacy and security of you account information is very

User Mame |

important to us. Read about My ACCESS Account's online
safeguards for you personal information by clicking on

More Secure than Security Statement.
Img Help

eXIStIng SyStem If you need help at any time using My ACCESS Account,

simply click on the Help link at the top of each page.

More information.

WARNING

By accessing this government computer system you are consenting to system monitoring for purposes such as
law enforcement. You should only check the status of your own benefits, or benifits of those you have been
authorized to do so with our Department. Unauthorized use of this computer system may subject you to criminal
prosecution and penalties.

13



My ACCESS Account

English  Espanol  Kreyol Print__Help Logout nghtly eXtraCt from

l My Information
My Account Home Page As of: 02/26/2008

A bayes: JANEY JETSON base system.

Case #: 5001418976

L O Approved application

1940 N MONROE ST
TALLAHASSEE, FL 32303 TALLAHASSEE, FL 32303
Telephone: (350)555-4444
Cell Phone: (850)222-3333

Food Stamp Status
Status Monthly Amount Benefit Month Date Benefit Availablg

Group # Begin End
e T R ST PRt Lo Maceh 2002 Gaiio002
Group Members Information
Name Status Status Details
ELROY Y. JETSON Eligible 5 ~ A b K = Florida
JUDY Y. JETSOM Mot Eligible Technical requirements not met. )
Student requirements not met. 5 anol Kre![ol M @E LOgOUt
GEORGE Y. JETSOM Eligible
JANE Y. JETSON Eligible My Appointments
1o¢ As of: 02/25/2008

Head of Household: CALVIN SMITH

Explanation of Case Action
ALL ELIGIBILITY REQUIREMENTS HAVE BEEN MET
Case #: 5000674588

Next Review due by: 02/29/2008

If you are unable to keep the scheduled appointment please contact you rspecialist
within 24 hours of the appointment time

Payee Interview Specialist Date Time Location Telephone
Method Number
(850)414-5850

REBECCA 03/01/2008 15:00 1940 N.Monroe Street
MARTIN Tallahassee, FL
32317

Fiorida,

Face to Face




We Built

Telephone
Interviews

If You Build 1t
They Will Come...

We Needed

800 numbers
In local offices

Dedicated staff
to accept calls

New & better notices




We Built

Electronic Data

If You Build it

They Will Come...

We Needed

Ways to move data
between computer
systems

Data streaming
Tracking system

ACCESS Management
System

Electronic Partnerships




ACCESS Management System
Client Registration

ACCESSIManagementiSystem

Depariment of Children & Families

Navigation Menu Pending List

Home
Inbox Type : Client Registration Required Count: 6
S T Access # Client Name SSN Expedited Received Date
: MR 612402046 HARRY HENDERSON Unknown 02/11/2008
Client Registration 612402059 BETTY WHITE Unknown 02/12/2008
Summary 612401669 CASH ORDER AMS 02/05/2008
612401670 CASH RAP AMS 02/05/2008
W 612401671 HCBS AMS 02/05/2008
R 612401672 ICP MEDS AMS 02/05/2008
Review
Create Manual ity
(:m"mm . .-, . . - -
Notices Prioritizes appllcatlon N queue
Worker View
Document Imaging .
SSe Expedited
Admin Reports
Queries
A Unknown
Admin Maintenance
No
Blank (not a food stamp application)

17



ﬂ'tr;,ﬂ'ﬂ rlent oy Childnen & Familied

ACCESS Management System

Inbox

Admin Pending Work

Client Registration Required (APP) 6  EECLEESN
Unassigned Recerifications (REC) 0  (EEIEEN
Unassigned Additional Benefits (ADD) 0 (EEIEES
Unassigned Reported Changes (N Get Next
Assignments ()

Description Date Assigned]

Wit r Cores Srusciicemn

Work In Progress { 3 ]
Access @ Client Name

ENZ019671 KANGARDO, KAREN
BOZ0196T4 KANGAROO, KAREN
E12400819 IC, CHANGE

Type RFA/Case # 55H

APP 13831
APP 3aa
APPSR 364940

ACGESSINM anagementisystem

Client Registration /
Clearance Process

Displays new information
from customer and that
already in base system
Allows for edit to base
system.

Provides 1 button

touch clearance

process.




The Information Highway - Where We’re Going

Web App
Authentication EX%%T@?; Oaata Specialty
for My Account Applications

I I

Document
Imaging
Faxes

T

Workload
Management

D

T—O \’J O (’) O
; Web App
Notices Real Time

Data Matches

T ®
Application
Entry

TIUITIU

Web App
Data
Transfers

Single Signh On




Electronic Partnerships Coming Soon...

Supports Outreach

Partner collects electronic
data for multiple
benefit applications

Data transmitted overnight
through portal

State agency
food stamps

'C
7

Federal agency
EITC

Local agency
housing

Etc.
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Department’s Commitment

Designate liaison to serve as single point of conta  ct
Provide training to community partners as needed

Provide assistance to community partners in their
role as an access point

Supply applications and literature about programs

Process applications, determine eligibility for
benefits, and notify applicants of their eligibilit y status.
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Community Partner's Commitment

Designate liaison to serve as single point of conta  ct
Perform agreed to services

Provide data and feedback regarding agreed to
services

Safeguard customer confidential information

Partners are not_ required to:

Advertise to the public
Determine eligibility or
Screen applicants for potential eligibility

23



Intake and Application Process
Community partners — Partner Levels

PLATINUM

Center

Customer dfg{SEHTSiALop off point
AcceA§aBSHHnOTIgI AN RpliaaRHication

Community Partners

BRONZE

Access to faR¢R&8RitRefax machine

Access to cOpyapRaépieRPy machine

Peswitte gangel ssitaneein apiinng e
application pré@g¥igation process

Has limited access to client information
via ACCESS Florida on-line

SILVER
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SILVER Faith Based TOTAL

Signed & Members AGREEMENTS

Verbal (included in Partner
level counts and totals)

STATE
TOTALS

560 3198

As of 8/25/2008
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Studies & Evaluations

Mathematica Policy Research, Inc.

— Modernization of the Food Stamp Program
In Florida (Feb 2008)

Government Accountability Office

— Food Stamp Program — Use of Alternative Methods to
apply for and Maintain Benefits Could Be Enhanced by
Additional Evaluation and Information on Promising
Practices (May 2007)

National Governor’'s Association

— Improving Access to Benefits for Low Income Families
(August 2006)
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Contacts

E. Maria Brown

Program Administrator, ACCESS Florida
5400 NW 22" Avenue

Miami, Florida 33142

(305) 636-2354

Out of State Case Inquiries
« Send emailto D11 SFL_CallCenter@dcf.state.fl.us
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