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EXECUTIVE SUMMARY

The Department of Health and Human Services {DHHS) administers and manages eligibility for
Economic Assistance Programs and Medicaid through a service delivery system known as
ACCESSNebraska. The ACCESSNebraska program was started in September 2008 with a
public website containing an online application for benefits. ACCESSNebraska was fully
implemented in April 2012. ACCESSNebraska operations contain the following components:

e ACCESSNebraska.ne.gov website

+ Document Management with two imaging centers {Lincoln and Omaha)

+ Customer Service Centers for Economic Assistance (Fremont and Scottsbluff} and
Medicaid (Lexington and Lincoln)

e Local Offices (over 50 throughout Nebraska)

s N-FOCUS eligibility system

In May 2015, ACCESSNebraska began operating with a cross-divisional team focused on
addressing operational improvement through a series of process initiatives. The team meets
weekly with the current focus on stabilizing the Economic Assistance operations. Stabilization is
defined as the operational performance at or above the established metrics. Once stabilization is
achieved, the team will turn its focus to the overall operations and begin assessing, evaluating
and creating the long-term strategy (operations, systems, workforce, administration) for
ACCESSNebraska.

ACCESSNebraska has two Program Managers who facilitate 11 focus areas. The focus areas
include:

Document Management

Call Management

Field Operations and Task Management

Recruiting/Retention

Policy Reviews and Enhancements

Workforce Management/Capacity Planning

Communications

Legislative Reporting

. Change Management

0. ACCESSNebraska Mobile Application Project with UNL Raikes School
1. Client Feedback
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The purpose of this report is to reflect the operational performance for the second quarter of 2016
(April through June). During this quarter, ACCESSNebraska operational performance improved.
Below are a few of the highlights.

Economic Assistance

+ Average call wait time for this quarter was 3 minutes and 51 seconds, below the set
target of five minutes or less.

e There were 47,883 applications processed in the second gquarter 2016, with an average
process time for the quarter of 8.81 days.

e Staff processed 33.6% applications the same day the application was received by the
Department.

» State calculated SNAP application (Initial, Expedited, Recertification} timeliness rate for
the quarter was 98.74 percent.



Medicaid

Average call wait time for this quarter was 2 minutes and 34 seconds, well below the
target of five minutes or less.

The median Medicaid application processing time at the end of the quarter for children
and families was 24 days, and for aged and disabled applicants was 25 days. Federal
benchmarks for application processing are 45 days for children and families and 90 days
for aged and disabled applicants.

Medicaid received 20,808 applications in the quarter including applications received from
the federal marketplace.

Eligibility accuracy for the quarter was at 97.93 percent.

Process Improvements

On April 18, Economic Assistance began taking applications via telephone, the interview
process is completed during the application. Economic Assistance processed 7,184
phone applications during the quarter. Approximately 60% of the phone applications
receive an eligibility determination the same day.

Staff are utilizing a new referral form to submit potential overpayments to the
Overpayment Team. The new form has resulted in 95% of the referrals containing an
overpayment, previously only 50% of the referrals were resulting in an overpayment.
Medicaid has consolidated stand-alone processes into larger process guides fo avoid
having to search in multiple areas for information.

Medicare Part B buy-in cases are now being assigned to aide in timely renewals and
avoid issues with the buy-in process with CMS.

The process for Children's Waiver/Medicaid assignment has been streamlined to help
prevent incorrect denials or closures.

Communications

Economic Assistance implemented email notification during the quarter. Clients can
choose to receive email notification when correspondence is posted to the account. Over
17,600 ACCESSNebraska clients had signed up for emait notification as of June 30.
Approximately 3,500 email notifications were completed in lisu of notification by US Malil
during the guarter.

Spanish speaking staff are now handling the majority of the Spanish phone calls coming
into the Customer Service Centers. This allows the customer and the agency fo interact
without use of an interpreter or ianguage line assistance on these calls.

Medicaid is utilizing the Change Champion Network to keep staff informed about NTRAC
activities. Staff have been identified as Change Champions. The Champions utilize a
ool box to provide consistent updates to staff statewide.

Medicaid continues to operate with a daily huddle call to share information and give quick
updates.

Skype is frequently utilized for meetings with staff to avoid extensive travel.

Staffing

Economic Assistance has 6 vacancies in the Fremont customer service center and 5
vacancies in the Scottsbluff Customer Service Center, 7 Social Service Worker vacancies
in other local offices throughout the state and 3 vacancies at the Omaha Document
Imaging/Application Management Center.

Medicaid currently has 16 Social Service Worker, 1 Lead Social Service Worker, 2
Supervisor, and 1 Administrator vacancies at the Lexington/Lincaln Customer Service
Centers. There are 5 Social Service Worker and 2 Social Service Supervisor vacancies in
local offices.
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Element One: Call Wait Times

Medicaid 2:48 2:12 2:41 2:34

Element Two: Call Abandonment Rates

Call abandonment is the number of calls that are terminated before a staff member answers. The
termination is due to the client hanging up or the phone signal was dropped.

3.19%

1151%  10.32%

8.82%
451 14

uAt-)andonment Rate 7.24%
_Number of Abandons - 2131
Average Time to Abandon 2:31

ACCESSNebraska Call Abandonment Rate
By Quarter--All Programs
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Element Three: Timeliness, or the time period from the date the application is received to
when the case is approved or denied, of Initial Applications by benefit program including
client or department processing reason for untimely application.

NAPR Expedited .

SNAP Non- Expedlted .
ChidCare = - . e 05 84% .
Low Income Home Energy Ass:stance 96.33%
“Aid to-Dependent Children:: S 1 97.83%
Assistance to Aged, Blind and Dlsabled 98.77%
Payment
‘Medicaid and CHIP. | G O Y .
Note: Medicaid and CHIP apphcatlons are cons:dered hmeEy for MAGI (chlldren and fammes) if
processed within 45 days. Timeliness for Non-MAG! (disabled adults and children) is processed
within 90 days.

The following chart shows reason for the untimely processing percentages {(client, agency, third
party and

10.00%
28.21%

18.50%

15.07%

. _ . 134.78% | 60.87% | 4.35%
SNAP Non- Ex edlted 22.22% | 49.57% | Q.

. Child Care - 1 24.36% | 63.74% | 3.40%
Low Income Home Energy 41.44% | 39.38%
Assistance
‘Aid to Dependent Children | 28.76% | 4510%  1.31%
Assistance to Aged, Blind | 12.28% | 45.61%
and Disabled Payment
Medicaid and CHIP

A
15.79%

26.16% 7013% 3.7% TUUUNA

Element Four: Timeliness of Renewal Applications by benefit program including client or
department processing reason for untimely applications.

1:97.85%,
99.28%

- SNAP Non-Expedited Timely
SNAP Non- Expedlted Unt1
SNAP:Expedited Late = 0 0 10012%
SNAP Non- Expedlted Late 99.69%
‘Child Care i A B2 A Y
Aid to Dependent Chllclren 91.15%
_Assista Aged, Blind and Disabled : '91- -75%’ :
.Payment: . e i
Medicaid and CHIP 69 30%

Note: Medicaid and CHIP renewals are considered timely if compEeted by the renewal due date.

The following chart shows the reason for untimely processing percentages {client, agency, third
party and system) for renewal applications.

SNAP. Non-Expedited Timely 36.18% " |.46.07% | 0.3 ¥
SNAP Non-Expedited Untlmely 16.67% | 37.50% | 0.00% 45.83%

'SNAP.ExpeditedLate = | 27.27% |63.64% | 0.00% = | 9.09%
SNAP Non- Expedlted Late 12.50% | 87.50% | 0.00% 0.00%
ChildCare = = = = . [1871% [68.34% [144% - [1151%




150.00%

0.00 _ 18.97%
.00% .12,

Assistance fo Aged, Blind and
- Disabled Payment
Medicaid and CHIP

60.1% NA

SNAP timely recertification includes recertification forms received by the Department on or before
the 15% of the month of expiration.

SNAP untimely recertification includes recertification forms received by the Department from 16%"-
31 of the month of expiration.

SNAP late recertification includes recertification forms submitted in the 30 days following the end
of certification.

Eiement Five: Data related to client cases closed who reapply for benefits within 30 days
and 60 days after the case closure.

_Econamic Assistance & Mec
Closed 03/01/2016 27.12% 7.76%
| Closed 04/01/2016 231 .87%
Closed 05/01/2016 26.16%  10.08%

Element Six: Any other data relevant to the effectiveness of the ACCESSNebraska
program.

+ ACCESSNebraska Monthly Dashboard



weisoid VISYY9IN SSIDIV
SJLI1S|A| 92UBW.IOLS(

910¢ =2unf

(SHHQA)
S9JIAIRS UewnH % yijesH Jo -1daq




YB3 Jqnd JO UOISIAIQ Y3 UTYUM HEIS AG p21anpuod
S1 B)SBJgaN Ul |0J1U0I AJljen] '91BJN3DE S1 5P|0Yashoy o} papircid UOIIIe JO PII0U DYI JBYIaYM pue Jauuew
Alpwin e ul AljigiSijaul 21943 Jo pawJojUl SeM PlOYIsSnay 3yl JaYISym ‘paluap Jo pasojd Aj1981100 Sue s1ysusq
dWNS $,P|0Y3sMn0yY e 1aylaym Sainseaw aled AJeINJJE |elusq 'SaLI01II31/591e1S ||e Ag peiodal elep |o1juo)

Auiend dvNs Buisn Alyiuow paodas st e1eQ "YaSN Ul WOJ) SSIEIS 0} papIAoad uonewlIojul uo paseq st eleq

"yiesy
21|qnd 40 uaIsIAIg 3Y3 UIYM HEIS A pR1INpuod s| B)SeIgaN Ul [0J3U0D AJjEND "sp|oyasnoy o} papiacld syjsuaq
dV¥NS 199102 JO JUNCWE 3] SINSESW 3B AJBINIIE JUBWAL 'S1I0II]/531LIS ||B AQ pallodal ejep [oJ3uoD
ANjenD dvNS Suisn Ajyiuow payodal s| eled "ydsn ayl Wolj s3jels 0} papiacid uolleWIOUl UO pPaseq st eleq

plepuels [elapad 38eJany [BUOHIEN EEEEE  9)EY BXSEIGIN HEEm

il o o 2 o & = B =
g3 ge 2 g3 8 g 8 =
=) =Y = N = N = = N = N
=2 = 2 = N2 o 2 = b
= o B D G W ¢ S ¢ © O,

7 | %0S

. - : %S5

i : %09

] : — — . i — %S9

%0L

: . - e : %SL

‘ - - : : %58

%06

%S6

%00T

1ey Adeunaoy |eluaq (sdwels pood) dvNS vasn

25eJ9AY [BUOIIEN M

w
Du._ua
S =
N
N O

=
OCJ

aley eySeiqaN mmmm

plepuels [elapad

o
2w
u.J
e
N

=
A

LT uey
STOT AON
gjuey
ST0Z 20
0z uey
ST0Z 8ny
81 Juey
SToz Ajnf

= =
1
L 5
=]
= N
=)
=
L o

= %S6

21ey Aoeundoy JuswAhed (sdwels pood) dvNS vdsn

“SWI3 S1YL 18 3|qE[IBAR J0U 51 EIED |BI3P24 STOC 930-STOT NN 3YLyy "YHESH 21|GNd JO UOISIAIP 3Y3 UIYHM
4e1s Aq p33onpuod st exSeIqaN U) [0J3U0D AJ[eNY) "SS|J0}1181/s31e]s [|e AQ pIuodal elep |0Ju0] ANEND JVNS JO aSeiane
Buyjjos yauow xis e Suisn Alyapenb pajiodal s eleq “yasn aYi Wolj sajels 03 paplaosd uoljewcyul uo paseq sl eyeq

'sAep Q¢ sl suoneddde paypadxa-uou Joj aulawil ayl "sAep /£ ulyim passadald
3 1snw uonedjjdde ue ‘ssauljawil palpadxa 193U 0] JIPJO U[ 'SAUIWI) [BL13P3) VNS UIYHUM Passa0ld 3iam
yaiym paaisaal suoliedldde [eiiul NS J0 88e1uadiad 3yl uo paseq si eleq ‘uodad pajessuad SHHQ e s syl

plepuels |elspad 98eJsAY [BUCIIEN EEEEE  91EY BYSEIqIN M.

L uey e juey 6E yuey g juey
STOZ das-ST0Z 4dy  STOZ UN[-STOZ Uel  STOZ JBIN - #T0Z W0 #T0T I90-vTOT NS

%0

%02
%01
%09
%08

%00T

SSaul|awi] Sulssadold
uonedljddy (sduwels poo4) dyNS pa1ioday yasn

pJEPUEIS |BITPDS sddy psypadx3-uon mmmm  sddy psiipadxd memm

R \,wm, »%V & & P 44/ L # 8 A/,,,,,/
g g & & P e g e EO

%06

. B — : %26

%6

%96

%36

%00T

SSaUI|awWl] 3U1SS920.d
uolied||ddy (sdweis pood) d¥NS panoday alels

SJ1119|/\| 92uUew.io)iad Ay —

(sdweis pood) d¥NS




] e
uollejndod jo

B

€08'8T  [£/8°LT  [0S£'4T  [6OT'ST  [pL6ZT  |0£8ZT  [TZv'8T  [|B66ZT  [€89ZT  |Zv98T  |90€Sl  [9szal Apisqns 3Jed pliyd ul uaap[iyD)
059'S 165°S B/S°S ££9°S £59°S EEVA 0v8's TLLS vv8’s 93.°S T2L'S S0L'S saljiwey (DAy) u3puadag o1 piy|
€09'SLT  [2SO"WLT  [02v'PLT  |SSY'SLT  [99%'SLT  [T8E'9LT  [888'SLT  |L88WLT  [€95°9LT  [CZv9ZT  |E99°9ZT  [€967LT s|enplapu| (duwiels pooy) dyNS
6SE'8L  (0S8°LL  |9S6°4L  [9LE'8L  [6¥E'®L  [8WL'8L  [8sv'SL  [9L6'ZL  |[965'3L  [cvL'SL  [18L'8L  [v9Z°8L SpIoy3asnoH (duwiels pooy) dvNg

ss2004d 01 sAep 332Ny 19518 | e

&
S

EY A

$53204d 03 SABD S5RIBAY

R
N

Q
2

A
A

Al

uoneulwsisp Alpqiss
01 33ep paAladal uoledldde
uwol} painseaw sheq,

80°0T

ST
W

vt

swesgold

9DUBISISSY JIWOU0] || SS9201d 01 , sAeq adesany

S
X

&

000

00'¢

00t

009

00’8

00°0T

0oet

00vT

0091

00:0

v

8t

(474

9E6

00:ZT

iz

8¥9T

STOT/T/6 BAIIDYHS, BWI] HEAA ||BD 25RIINY 159518 | e
3wl Hepp 38elany
uoieIng (|89 28e.3NY em—

PIAIR33Y §|[2) M.
Donv o)

o
2
Y ~

&

TS:ST
131U3) 0IAIRS (2422P[IYD ‘UBIP|IYD Wuspuadaq
01 ply ‘sdwels poo4) 20ue)sissy JIWouod]

000's

000°0T
000°ST
0000z
000°s¢
000°0€
000°sg
000°0v
000'St

g

ol

5t
131199 10 %96 ssauljawi] 3uissa20id dVNS

woiboigd

B2UDJS(5Y
uoRN g

iCisrweiddng

i st s




986'99  ¥S¥'/9 1Z9L9 SPE'/9 GOE'89  IS6'/9
0£5'89T S99°/9T ©66'€9T OTY'EIT LTE'E9T E£6£°E9T
915'SEC 6LT'SEC STITEC SSETEC 968'TEC PPETEC

§8/'99  T09'99
ZSP'89T 6¥6°£9T
LET'SET  05SPET

JusWi|jolug pa|gesiq pue pasy
UBWI||0IuT Saljlwe4 pue ualp|iud
1uBw|joJug [B10L

LIy'89 879’89  BWY'B9  TLE'8Y
€66'79T 9V6°€9T TZYTIT ITL'EAT
OTV'EET PLS'TET 69T'TET 880TET

oT-unf  9T-AelN  9T-idy  9T-leIN  9T-G34  9T-UEf  ST-98Q SI-AON  ST-WQ  ST-des  ST-8ny  STANf 1UsW(|oJuz pieaipalAl
uole[ndod 40 %Tt'¢T — PIEJIIPIIA Ul P2||0Ju] sUeySelqapN
SWILUEM [[D BAY 195.E | e DWIL 1B BTEIBAY e UDNEING [[BD FTCITAY e 078 V¥ 104 PIEPUEIS [EI9P3] s o 19 J) JOL PIBPUEILS [EIBI s
9T-AeW §T-idy 9T-JEW 9T-G34 9T-UEr ST-99Q ST-AON ST-PQ ST-dss ST-8ny ST-Inr Paiqesia penady M SSULLES BUS URIE D m—
j 000 ST 9T ST ST
[AR g1-unf -Aey 9T-1dy -JEIA 9T-024 §T-UE[ST-020 -AON §T-10ST-dag -Bny ST-|nr
(4= Sy e = i : 0 - - - - 0
£7 7hi7 08T — vziT
e R EEEEREE BB B B
e YOV~ oy || oS 0s
Ui 00:9
e e ey et eyl 7t || oot 00T
v ‘plepuels ay1 Suipaaaxa sl sul| Y3 moj2g Am>mh:
131U3]) 3JINIBS PIEDIPIIA Spiepuels |elspa4 01 ssauljswil] uoiedl|ddy
9T JUaW|[oIug pajgesig pue pasy m  JUBWI0JUT S3yjiWed pue uzip|iy) B
ST-unr -AeN 9T-4dy 9T-JEIN 9T-G34 9T-UB( ST-23Q ST-AON ST-390 ST-das ST-8ny ST-Nr
%0°08 91 9T St ST
gT-unr -AeN 9T-4dy -Jel 9T-9949T-UBrST-29d -AON ST-RQSI-d9s -Bny ST-|nr
%009 : 0
000°0S
— - %0°0L
. 000°00T
- - %0'08
000°0ST
, S5 000002
%0°00T 000°052

%T'86 %6'L6 %8L6 %ER6 %S LE a\ﬂ.nm:w#.‘mwg\ammm‘xo,hm\w.m.wm %g's6 %86
Adeinaoy A11[iqis1|3 piesipain

1UBW||04UT PIEJIP3IA - BYSEIGEN

SO1I19|\l @dUew.0)iad Ady — pIedIpaN




