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Agenda
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1. User Experience Map

2. Getting Information

3. Areas to Influence

4. Problem Solving



User Experience
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Consider the Client Experience..

• What steps do they have to go through to get help?

• What are the pain points in the process?

• Where do clients get stuck and seek help?

• Where is there variation across office/program?



Getting Information
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• Policy manual

• Updates/Operational memos

• Conversations with applicants/beneficiaries

• Caseworker for a Day

• Relationships with local offices
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Getting Information - Data
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• How do clients submit applications?

• Online, in person, mail, phone, fax

• What is the approval rate of applications?

• How many are denied for failure to provide verification?

• How many are denied for failure to complete an interview?

• How many receive expedited SNAP

• What is the average days to process an application?

• What is the approval rate for renewals?

• How many are completed ex parte?

• How many are denied for procedural reasons?

• Where might people’s experiences be different?



Office Experience
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• Wait times

• Same-day interviews

• Directed to kiosk

• Bilingual staff or language line

• EBT card issuance

•Caseload or task based

• Staffing levels



Call Centers
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• IVR (Interactive Voice Response) system

• Authentication

• What can workers do?

• Contracted staff or state/county employees?

• Accept applications with telephonic signature?

• Conduct interviews?

• Act on changes?

• Wait time

• Need for repeat calls



Eligibility and Enrollment System
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• Vendor

• “IT Runway” (aka backlog of changes)

• Functionality

• Customer-facing portal

• Application

• Change report

• Check benefit status

• Renewal

• Document upload

• E-notices, texts



Problem Solving
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• Get meeting with agency

• Don’t just quote policy/federal requirements!

• Identify what is getting in the way of the state 

complying

• Identify best practices from other offices/states

• Try to understand state’s constraints



Scenario
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Cases are being closed at the end of the certification period 

even though clients are turning in their renewal forms.

• Are documents getting to caseworkers timely?
• Is there a central scanning unit?  How long does it take 

for them to scan mail?
• Is paperwork getting “lost” in the office?

• Are caseworkers behind in processing renewal forms?
• Are they being told to prioritize other work?
• How much verification are they requesting?

• Is the eligibility system programmed to auto-close cases?



Scenario
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Cases are being closed at the end of the certification period 

even though clients are turning in their renewal forms.

• Documents
• Complete renewals online
• Submit verification documents through portal or app

• Caseworker workload
• Reduce verification requests
• Support budget request for increased staffing

• Eligibility System
• Program to stop auto-closure if task/document is pending
• Increase rate of automated ex parte Medicaid renewals
• Auto process SNAP Interim Reports with no changes
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