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• 2003 proviso language required 
administrative efficiency and savings

• Business cases examined out-
sourced and in-sourced models.

• In-sourced model
selected.

Reengineering Eligibility



Nothing in life is so 
exhilarating as to be 
shot at without 
result. 

Winston Churchill 
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Desperation is the raw 
material of drastic 

change.

William S. Burroughs 
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I can’t swim.
Are you crazy? The fall 
will probably kill you.
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Automated

Community

Connection

Economic

Self-

Sufficiency

ACCESS Features

• Integrated eligibility for TANF, 
SNAP & Medicaid.

• 90% of application 
electronically submitted.

• Electronic document imaging.

• MyAccess account – on-line 
access to information.

• Coming – ability to change 
information through account.
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• 24/7 access with web application.
• Available anywhere with internet access.
• Available from home, community partners and agency 

sites.
• Information and interviews are available by phone.
• Customers no longer have to travel to agency sites.
• Paperless files

• Florida’s program is 
accessible when

and where
customers are.

Dramatically Expanded Access

Presenter
Presentation Notes
RFA and CAFEQ makes up an application packet.  CAFEQ replaced the full interactive interview rewuired prior to Modernization.



9

Key Components of Current System

Call Centers Web Application

Automated Support
Community Partners

Backroom Processing
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Web-based Systems

• First electronic signature 
food stamp application in 
the country – April 2005

• Automated application 
tracking

• My Account provides 
status for customers
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ACCESS Account
• Account status
• Report changes
• Request additional

assistance
• Submit a

recertification 
review

• Request case 
closure

• Request paper 
form
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Florida’s Cost Savings 
and Caseload Increase

Unduplicated Persons Receiving Benefits
July 2003 through June 2010

[Cash Assistance, Food Stamps and Medicaid (not SSI)]
Compared to Eligibility Staff Authorized
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$83 million recurring savings
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ACCESS Web Application
User Feedback Survey – June ’10

Needed Help to Complete? Experience with Screens

Time to Complete Use Again?

82%
Yes
No 63%

Easy
Fair
Difficult

:

:

50
< 30 min
< 60 min
> 60 min 98

Yes
No

Total Users Responding: 56,617

18%

38%

12% 2%

33%

4%
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#1 #1
Bonus Awards

FY 2007 - $5.5 million
FY 2008 - $7.2 million
FY 2009 - $11.5 million
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Automated

Community

Connection

Economic

Self-

Sufficiency

Setting the Stage for Health Care Reform?

Consumer-Friendly
On-line application
Coordinated across programs

? Increases Uniformity among all 
Health Subsidy Programs
Simplified
Paperless verification
Technology-Enabled
Data Matching to Support 
Eligibility Determination.
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