05/19/2016 DHHS Statewide CQl Meeting

CHAPTER 1: CONTINUOUS QUALITY
IMPROVEMENT (CQl)

OUTCOME STATEMENT: Utilize on an on-going
basis a quality review process that accurately
measures processing performance in a way that
creates a perpetual self-diagnostic and self-fixing
process.
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Quality Control Unit Overview
- QC Unit is managed by Public Health
- QC reviews Active and CAPERS Findings

- QC Specialist review cases based on state and federal
regulations

- After the QC Specialist completes their review, it is re-
reviewed by the QC-Payment Accuracy Specialist.

- A subsample of each month’s cases are reviewed by FNS.
- SNAP actions that are reviewed by QC and the QC-PAS are:

« SNAP Active-are reviews of the accuracy of the dollar amount each household is
receiving.

- SNAP CAPERS- are reviews of the processing status for which households were denied or
terminated.

- SNAP Timeliness- are reviews to determine if the household received the SNAP benefits
in a timely manner.



05/19/2016 DHHS Statewide CQl Meeting

Program Accuracy Unit

PAS Unit is managed by Children and Family Services.

PAS determine if proper procedures and policy were used to continue or establish
eligibility, review documents and case files, and conduct Targeted Reviews to
determine where errors or breakdowns are occurring.

PAS create Captivate Videos and Quizzes that are shared with the field.

» The most current training materials are uploaded on SharePoint under Training Tools by Topic.
PAS are now using the NEARS 3 v2.2 program.
PAS are reaching out to teams in all service areas to offer support when needed.

Programs PAS review:
« Supplemental Nutrition Assistance Program (SNAP)
* SNAP Timeliness
+ Child Care
+ Aid to Dependent Children (ADC)
 Assistance to Aged, Blind, or Disabled Payment (AABD)
* Low-Income Home Energy Assistance Program (LIHEAP)
 Social Services for Aged and Disabled (SSAD)

PAS review the following Functions:
* Interviewing
* Processing
* Change Management
* Phone Observations
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CHAPTER 2: FEDERAL REPORTING

Goal Statement: Continually meet or exceed Federal Guidelines with the
goal to optimize quality and realize Federal Bonus Funds
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Goal Statement: SNAP timeliness will move towards the goal of being ranked #1 which will ensure that households will
receive accurate benefits within 7 days upon receipt of application for Expedite households and by 30 days upon receipt of
application for Non-Expedited households.

Deportment of Heolth & Humon Services

DHH&A SNAP Timeliness Federal Rankings
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Current timeliness report period: April-September 2015

Most Current Information Updated: 02/2016.

Timeliness: measured from application receipt date for when benefits are administered and in the customers hands.
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Goal Statement: The accuracy of SNAP Active cases will move towards the goal
of 100% correctness on the SNAP amount each household is receiving.

Deportmert of Hookh & Humon Services

DHHS 4 SNAP Actives - Federal Rankings
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The above chart: Is measured in dollars for the percentage errors and is showing
cumulative active error rankings for the federal fiscal year 2016.

Updated: 05/2016
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Quality Control Active Errors

Degortment of Heolh & Humon Services

DHHS I October-December 2015
S SNAP Actives Total Errors Called

m Client Caused Error M CSC Worker Error

m Local Office Worker Error m Workflow Process Error

CSC Worker Errors

Household Composition Incorrect — 1

Income not updated/budgeted incorrectly — 1

Expenses not acted on/not updated/incorrect in budgets- 2

Local Office Worker Errors
Income not updated/budgeted incorrectly — 1

Client Caused Errors Workflow Process Errors
Failed to report income — 2 Agency delay in acting on work tasks/alerts - 2
Failed to report household composition change - 1

The above chart and cited information: Represents where the Active Errors occurred and the
top errors found.
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SNAP Actives Payment Accuracy
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Goal Statement: The accuracy of SNAP CAPERS cases will move towards the goal of
100% correctness on the processing status for which households are denied or

terminated.
Deportmert of Hookh & Humon Servoes
DHHSJ SNAP CAPERS- Federal Rankings
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Final Error Rate- 10.09% - Cumulative Error Rate- 16.67%

The above chart: Shows cumulative capers error rankings for federal fiscal year 2016.

Updated: 05/2016
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Quality Control Caper Errors

Deportmert of Heoth & Humon Services

DHHSJ October-December 2015
EALLERD. SNAP CAPERS Total Errors Called

W CSC Worker Error  m Local Office Worker Error  ® Workflow Process Error

CSC Worker Errors Local Office Worker Errors

Incorrect closure for FTP — 1 Notice incorrect — Untimely - 1

Notice incorrect — VR comments incorrectly excluded — 2 Expedited closing incorrect — 4

Notice incorrect — incorrect closure reason — 3 Application denied for incorrect month - 1
Valid application incorrectly denied — 1 Notice incorrect — denial reason — 1
Notice incorrect — sent to incorrect address - 1 Denial incorrect for over income — 1

Notice incorrect — VR comments incorrectly excluded - 1

Workflow Process Errors
Agency delay in acting on work tasks/alerts - 1

The above chart and cited information: Represents where the CAPERS occurred and the top
errors found.
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NEARS — SNAP Actives & Capers

NEARS - SNAP Actives
Element Errors - February-April 2016
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NEARS - SNAP Capers
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*33 of 41 Procedure errors cited are Approval/Closure/Denial Incorrect
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CHAPTER 3: STATE REPORTING

Outcome Statement: Children and Family Services Economic Assistance
Constituents will receive services in a timely manner and will be
processed according to State and Federal Guidelines.

Goal Statement: Continually review completed cases, then measure and
report CFS processing performance.
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Definition: Total Work in Progress is defined as the total number of Program Cases that are in Pending status plus the total number
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Work in Progress by Programs

Definition: Work in Progress by Programs is defined as the total number of Programs that are in Pending status. Each program is
represented as a line on the chart.

Work in Progress by Program
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Backlog of Pending Program Cases over 30 days

Definition: Backlog of Pending Program Cases over 30 days is defined as the total number of Program Cases that are in Pending
status over 30 days from their application received date. 30 days pending may not mean that the case is untimely depending on
program. Each program is represented as a line on the chart.

Backlog over 30 days Pending by Program
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Backlog of Program Cases

Definition: Backlog of Expedited SNAP cases Pending more than 7 days is defined as the total number of SNAP Program cases that
have been screened as Expedited and are in Pending status over 7 days from their application received date.

Expedited SNAP Cases Pending more than 7 days

— SNAP
Total
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S N A P ' I I m e I I n e SS Goal Statement: The SNAP program will move towards the goal of 96% accuracy on
° actions taken on all SNAP household cases.

SNAP Timeliness Case Reads Completed

H 2015

m 2016
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SNAP Timeliness - Benefit Availability
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SNAP: Timeliness

Percentage Correct
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80%
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0%

SNAP Timeliness
Element Accuracy

B Recertification
Application Deadlines
Met
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Application Deadlines
Met

11 Benefit Availability

B Non-Expedited Initial
Application Deadlines
Met

February-April 2016
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SNAP Timeliness- Expedited Element Most Frequent Errors
Percentage Causal Factor Cited Out Of All Expedited Causal Errors Cited

H Replacement/Initial EBT
card not issued timely

M Agency caused delay-
Untimely approval

February-April 2016

u Client caused delay-
Untimely approval

M Required interview was not
completed

Percentage Causal Factor Cited

50%

SNAP Timeliness- Recertification Element Most Frequent Errors
Percentage Causal Factor Cited Out Of All Recertification Causal Errors Cited
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SNAP Timeliness- Benefit Availability Element Most Frequent Errors
Percentage Causal Factor Cited Out Of All Benefit Availability Causal Errors Cited

]
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B Client did not file timely (by the 15th
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W Agency caused delay-Untimely
approval
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All Programs Reviewed
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Percentage Correct

Statewide Overall Case Accuracy
All Programs/All Functions
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Overal Case Accuracy - All Programs/All Functions
Per Administrative Team
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All Programs Reviewed

Economic Assistance Programs - All Functions
Statewide - Overall Case Accuracy

All Programs - Interviewing Function
Overall Case Accuracy Per Administrative Team
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SNAP All Functions - Statewide Overall Case Accuracy

Total SNAP Case Reads Completed
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S NAP ACC u ra C Goal Statement: The SNAP program will move towards the goal of 93% accuracy on actions taken on all SNAP
y household cases.

Internal Review - SNAP All Functions
Overall Case Accuracy Comparison
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Internal Review - SNAP All Functions
Overall Element Accuracy Comparison
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SNAP: All Functions — Element Errors

SNAP - All Functions
Element Accuracy Top Errors
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SNAP: All Functions — Causal Factors Cited
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SNAP - Earned Income Most Frequent Errors
Percentage Causal Factor Cited out of All Earned Income Causal Errors Cited
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SNAP - Application Element Most Frequent Errors
Percentage Causal Factor Cited Out Of All Application Causal Errors Cited
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SNAP - Deductions Element Most Frequent Errors
Percentage Causal Factor Cited Out Of All Deductions Causal Errors Cited

‘ 206 Errors Cited

B Medical - Information provided, not
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B Shelter expenses - Information
provided, not acted on
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SNAP - Household Composition Element Most Frequent Errors
Percentage Causal Factor Cited Out Of AllHH Comp Causal Errors Cited
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SNAP — Payment Accuracy

SNAP - Case Benefit Payment Accuracy
100%
H Benefit
1 95.0% 94.7% 95.2% 95.4% 94.8% Payment
[ 3
93.6% Accuracy
|
-
8 |
= 90% - 1 7 & =
5] [
(5]
(h [
'
f=4 |
5
o |
5] [
a
80% —
|
|
|
[
70% = : = -
Nov-15 Dec-15 Jan-16 Feb-16 Mar-16 Apr-16
SNAP - Case Benefit Payment Errors
Total Dollars Review
$250,000
m Dollars
$207,388 Incorrect
$200,000
$167,537 $168,046 m Dollars
E Reviewed
2 $150,000 $136,394 : -$140,422
< $127,438
]
3
$100,000 —1
$50,000 —
$6,76 $8,89 $8,15 $7,99i
G2 S =
Nov-15 Dec-15 Jan-16 Feb-16 Mar-16 Apr-16
Benefits Benefits Benefits Benefits Benefits Benefits
Undetermined | Undetermined @ Undetermined @ Undetermined @ Undetermined | Undetermined
23 36 34 37 64 41
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Child Care Accuracy

Child Care All Functions - Statewide Overall Case Accuracy
Total Child Care Case Reads Completed

40%
30%

20%

Sullivan Sullivan Kratochvil Kawata Fremont CSC Scottsbluff CSC
Omaha Dush Shambaugh

100%
o May-15
90% mJun-15
" o mJul-15
£ i 523 450 522 224 441 453 568 569 ©3° 604 603 = Aug-15
(]
8 M Sep-15
(3]
& 60% m Oct-15
=
g 50% M Nov-15
()
=5 = Dec-15
40%
= Jan-16
30% W Feb-16
20% m Mar-16
Statewide ®Apr-16
Child Care - Overall Case Accuracy & Case Reads Completed
Per Administrative Team
100%
M Nov-15
90%
M Dec-15
& 80% ® Jan-16
5 70% M Feb-16
o
i" 60% u Mar-16
S S0% ® Apr-16
z
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Goal Statement: The Child Care program will move towards the goal of 95% accuracy on actions taken
on all Child Care household cases.

Internal Review - Child Care All Functions
Overall Case Accuracy Comparison
80%
75% m 2015
0

b A W 2016
= 65%
o
= 60% -
(48]
N 55%
[1°]
= 50% -
bt
g 45% -
(="

A40% -

35% -

30% 1 T T T T T T

XX D A e Q X 3 X 'S '3
(\\),b(‘\ Q),b(‘\ ‘x\"’:& \"Qo R S \)\\p 6‘9@ kéoe. éoe, (606
N & » <& o @ &

m
;.‘\im i:(': %
e S

100%

Internal Review - Child Care All Functions
Overall Element Accuracy Comparison

m 2015
95%

m 2016
90%
85%

80%

75%

70%
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Child Care: All Functions — Element Errors

Percentage Correct

80%

60%

40%

20%

0%

Child Care - All Functions
Element Accuracy Top Errors

m Authorization

M Earned Income

" Procedure

m Household
Composition

February-April 2016
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nild Care: All Functions — Causal Factors Cited

Child Care - Authorization Element Most Frequent Errors
Percentage Causal Factor Cited Out Of All Authorization Causal Errors Cited

40% y
. 313 Errors Cited W Approved activity and hours
not described using correct
° authorization description
5 0% m Authorization dates are
:o: ’ inconsistent with information
E known to agency
= W Authorization not updated
0
3
3 20%
u
o M Age category incorrect
-
g
(2
& %
e 10% W Incorrect units authorized
o Authorization missing
0%

February-April 2016

30%

20%

10%

Percentage Causal Factor Cited

0%

Child Care - Procedure Element Most Frequent Errors
Percentage Causal Factor Cited Out Of All Procedure Causal Errors Cited

M Review dates not
updated/updated incorrectly

160 Errors Cited

M Client verification request (VR)
not closed/updated/closed

incorrectly
1 Failed to close program case

m Information provided, not acted
on

M Closure incorrect

1 Verification request for provider
not sent

February-April 2016

Percentage Causal Factor Cited

Child Care - Earned Income Element Most Frequent Errors
Percentage Causal Factor Cited Out Of All Earned Income Causal Errors Cited

————
0% 95 Errors Cited Y )
W Data entry of income incorrect
30% .
B Income incorrectly
included/excluded
20%

& Earned income incorrectly
anticipated / prospected

10% B Verifcations missing

B New employment/ income
incorrect

0%

February-April 2016

70%

Percentage Causal Factor Cited

Child Care - Household Composition Element Most Frequent Errors
Percentage Causal Factor Cited Out Of All HH Comp Causal Errors Cited

31 Errors Cited |

B Household member
incorrectly included/ excluded

B Household member in
incorrect status

 Unborn incorrectly used in
budgets

B Household member not added

for correct month/prorate
date incorrect

B Verification of relationship not
requested

1 Verifications missing

February-April 2016
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Aid to Dependent Children Accuracy

ADC All Functions - Statewide Overall Case Accuracy
Total ADC Case Reads Completed

50%

40%

30%

20%

Sullivan Sullivan Kratochvil Kawata Fremont CSC Scottsbluff CSC
Omaha Dush Shambaugh

100%
m May-15
90% o Jun-15
P, m Jul-15
Cl
g 472 516 305 Sl 540 552 537 488 = Aug-15
S 70% = Sep-15
L5
& 60% = Oct-15
§ H Nov-15
= 50%
a w Dec-15
40% w Jan-16
30% m Feb-16
m Mar-16
20%
] ==
Statewide AP0
ADC - Overall Case Accuracy & Case Reads Completed
Per Administrative Team
= Nov-15
90%
m Dec-15
- 80% mJan-16
3
= 70% = Feb-16
(&)
T = Mar-16
£ 60%
§ W Apr-16
2
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Aid to Dependent Children Accuracy

Goal Statement: The Aid to Dependent Children program will move towards the goal of 95% accuracy
on actions taken on all Aid to Dependent Children household cases.

Internal Review - ADC All Functions
Overall Case Accuracy Comparison

100%
m 2015
90%
m 2016
80%
i
3 70%
3
= 60%
[=Ts]
s
g 50%
& 40%
30%
20% - : , ; : \
X X X oS X
0‘9 (2 (2 (2 (2
& & & & P
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Internal Review - ADC All Functions
Overall Element Accuracy Comparison
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o
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o

60%

40% -

20% -

0% -

ADC - All Functions
Element Accuracy Top Errors

February-April 2016

m Child Support

B Unearned Income
 Procedure

® Application

® Earned Income

*NOTE: There is not a separate chart for the Child Support Element causal
factor breakdown. There were 31 errors cited for Child Support Referral Not

Made.

38



05/19/2016 DHHS Statewide CQl Meeting

Aid to Dependent Children: All Functions — Causal Factors Cited

ADC - Unearned Income Element Most Frequent Errors
Percentage Causal Factor Cited Out Of All Unearned Income Causal Errors Cited

ADC - Application Element Most Frequent Errors
Percentage Causal Factor Cited Out Of All Application Causal Errors Cited

oMzt @I— B Potential benefits not 100% 86 Errors Cited '— X .

I = et ] App.llcation incorrectly
- 90% denied
"E 40% 1 Child Support amount E 80% i)
= incorrect / not allowed /not o M Processed/denied without
g 35% o] : 70% Required Interview/ required
= 0% 1 Contribution incorrectly g 60% interview not completed
& included / excluded T 1 Application pended/ tied
3 5% ﬁ 50% incorrectly
s 2 B Other unearned income z A0
ﬁn g incorrect / not budgeted / w ' B Application not current
E 15% notremoved E 30%
o 1 Gifts/loans/contributions not I
& 10% requested/requested g 20% I Application prorate date

% incorrectly . 10% 2 S S 2 incorrect

© Immigrant sponsor income o
0% not considered 0%
February-April 2016 February-April 2016

ADC - Earned Income Element Most Frequent Errors
Percentage Causal Factor Cited Out Of All Earned Income Causal Errors Cited

ADC - Procedure Element Most Frequent Errors
Percentage Causal Factor Cited Out Of All Procedure Causal Errors Cited

[ ] ]
L% 183 Errors Cited B EF Program case in 30% 44 Errors Cited u Income incorrectly
incorrect status included/excluded
2 T %
5 30% M Review dates not g B Data entry of income
g ypdated/updated l.g; S incorrect
& incorrectly s
T o Information provided, nat E [ Terminated income not
3 20% acted on E 15% budgetedy/ requested
E’ : 1% correctly/ not requested
‘E H Closure incorrect £ 0% B Earned income
g 10% % incorrectly anticipated
& g
M Program Case is set to 5%  Self-Employment
incorrect mode income/ expenses
0% 0% incorrect

February-April 2016

February-April 2016
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Aid to Dependent Children — Payment Accuracy

ADC - Case Benefit Payment Accuracy
100%
o 97.0%
‘ 95.4% 95.9% 95.8% ‘ H Benefit
94.4% Payment
92.4% Accuracy
5 90%
‘5 |
(&)
i
o0
(T
€
3
& 80% -
70%
Nov-15 Dec-15 Jan-16 Feb-16 Mar-16 Apr-16

ADC - Case Benefit Payment Errors
Total Dollars Reviewed
$80,000 $74,114
$72,193 z
$70,000 $68,247 $67,533 $67,517 mDolhs
$60,241 Incorrect
$60,000 -
50,000 || = Dollars
'g $50, Reviewed
o
£ .
E $40,000
5
E $30,000 -
$20,000 ——
10,000 —
# $3,15 $2,99) $2,22 e $3,76 $2,51
S - : : : '
Nov-15 Dec-15 Jan-16 Feb-16 Mar-16 Apr-16
Benefits Benefits Benefits Benefits Benefits Benefits
| Undetermined | Undetermined | Undetermined | Undetermined  Undetermined | Undetermined
| 15 11 5 10 9 2
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Low-Income Home Energy Assistance: Accuracy
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50%

40%

30%

20%

LIHEAP All Functions - Statewide Overall Case Accuracy
Total LIHEAP Master Case Reads Completed

158

Statewide

= May-15
M Jun-15

= Jul-15

W Aug-15
m Sep-15
m Oct-15
M Nov-15
® Dec-15
W Jan-16

M Feb-16
B Mar-16
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Low-Income Home Energy Assistance: Accuracy

Goal Statement: The Low-Income Home Energy Assistance Program program will move towards the goal of
95% accuracy on actions taken on all Low-Income Home Energy Assistance Program household cases.

Percentage Correct

B U Y N

ool 8
6@
S T50%

. 665%
S 8L0%
o 741%
L -

o 64%

Internal Review - All Functions
Overall Case Accuracy Comparison

100%
St 2015
0
= 2016
80%

30% -
20% -

10%

T T T
A A SR e R S R
2
S g i o D L R S
o <

Internal Review - LIHEAP All Functions
Overall Element Accuracy Comparison

50% -

40% -
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Low Income Home Energy Assistance: All Functions — Element Errors

LIHEAP - All Functions
Element Accuracy Top Errors

B Application
s 80% M Earned
g Income
S = Crisis
o 60% -
L]
§ B Procedure
o 40% -
o
20% -
0% -

February-April 2016
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Low-Income Home Energy Assistance: All Functions Causal Factor Errors
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LIHEAP - Application Element Most Frequent Errors
Percentage Causal Factor Cited Out Of All Application Causal Errors Cited

]
% 30 Errors Cited : e
9% 1 Valid application not
processed
80%
B Clearance not
i completed
203 [ Reported information
50% not entered/updated
40% 1 Verifications missing
30%
20% 1 Application not found
b o o
10% g 5 &
[l 01}
0%

February-April 2016
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LIHEAP - Crisis Element Most Frequent Errors
Percentage Causal Factor Cited Out Of All Crisis Causal Errors Cited

00% | ] -
o 11 Errors Cited M Crisis approved incorrectly
o
80% |
70% vl S
B Crisis Denied incorrectly
60%
50%
40% m Second crisis not
30% processed correctly -
20% | Extenuating circumstances
not sent to policy
10%
0%

February-April 2016

Percentage Causal Factor Cited

LIHEAP - Earned Income Element Most Frequent Errors
Percentage Causal Factor Cited Out Of All Earned Income Causal Errors Cited

- 16 Errors Cited H Data entry of income
incorrect
40% | mEarnedincome incorrectly
anticipated / prospected
30% | Documentation
missing/incomplete to
support prospective income
20% B Income incorrectly
included/excluded
10% B Verifications missing
| 1 Consecutive checks not
0%
budgeted

February-April 2016
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40%

30%

20%

10%

0%

LIHEAP - Procedure Element Most Frequent Errors
Percentage Causal Factor Cited Out Of All Procedure Causal Errors Cited

]
41 Errors Cited

H Client verification request (VR)
not used

W Denial incorrect

1 Client verification request (VR)
not closed/updated/closed
incorrectly

M Alert/Work Task accepted and
cleared but not acted upon

= Approval incorrect

February-April 2016
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Low-Income Home Energy Assistance: Payment Accuracy

LIHEAP - Case Benefit Payment Accuracy
100%
M Benefit
N Payment
95% 92.5% Accuracy
k]
cu
,B_ 90% 89.4%
o 87.4%
o 85.8%
©
€ 85%
@
=
)
o
80% 79.0% 78.8%
“B I ||
70%
Nov-15 Dec-15 Jan-16 Feb-16 Mar-16 Apr-16
LIHEAP - Case Benefit Payment Errors
Total Dollars Reviewed
$26,260 $26,697
m Dollars
24,413
$25,000 $22,838 $24, Incorrect
o $20,000 H Dollars
2 $16,968 Reviewed
E
<
& $15,000
=
(=
210,000 $7,716
$5,000 4,03
. 5283 $2,14 $1,82] $1,63
& — ValE— ——— — nE—— —
Nov-15 Dec-15 Jan-16 Feb-16 Mar-16 Apr-16
Benefits Benefits Benefits Benefits Benefits Benefits
Undetermined | Undetermined A Undetermined  Undetermined | Undetermined A Undetermined
20 18 14 45 12 | 8
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Assistance to the Aged, Blind, or Disabled Accuracy

AABD All Functions - Statewide Overall Case Accuracy
Total AABD Case Reads Completed

Sullivan Sullivan Kratochvil Kawata Fremont CSC Scottsbluff CSC
Omaha Dush Shambaugh

L00% m May-15
90% ® Jun-15
346 297 g3 117 162 = Jul-15
- 80% 337
5 206 309 mALETS
S 20% B Sep-15
(3]
& 60% = Oct-15
=
s m Nov-15
S 50%
o w Dec-15
(0% = Jan-16
30% ® Feb-16
W Mar-16
20%
Statewide W Apr-16
AABD - Overall Case Accuracy & Case Reads Completed
Per Administrative Team
H Nov-15
m Dec-15
5 mJan-16
@
= B Feb-16
o
@ m Mar-16
S
c m Apr-16
o
3
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Assistance to the Aged, Blind, or Disabled Accuracy

Goal Statement: The Aid to the Aged, Blind and Disabled Payment program will move towards the goal of 95%
accuracy on actions taken on all Assistance to the Aged, Blind, or Disabled Payment Payment household cases.

Internal Review - AABD All Functions
Overall Case Accuracy Comparison

100%

S m 2015

80% m 2016
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£ 70% -
8
o 60% -
[Te)
©
E  50% -
S
&  40% -
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30% - E
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Internal Review - AABD All Functions
Overall Element Accuracy Comparison
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Assistance to the Aged, Blind, or Disabled: All Functions — Element Errors

AABD - All Functions
Element Accuracy Top Errors

100% :

- B Deductions
= 80% B Procedure
o
o = Unearned
(&)

7 i Income
‘g B Household
[+ 5} oais
(2] 40% Composition
&
20%
0%

February-April 2016
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Assistance to the Aged, Blind, or Disabled: All Functions - Causal Factor Cited

AABD - Deductions Element Most Frequent Errors AABD - Unearned Income Element Most Frequent Errors
Percentage Causal Factor Cited Out Of All Deductions Causal Errors Cited Percentage Causal Factor Cited Out Of All Unearned Income Causal Errors Cited
0 — :
100% 44 Errors Cited 5% | 3horsCited [
T s
E 90% B Shelter deduction 3 [ ] Incto.rrelctdFZR in budget/ FBR
8 80% incorrect % 40% not include
o} P
e 70% | 8
‘—": 60% L 30% B Verifications missing
5 H Verifications 3
S S0% - missing z
[
) 0 20%
g i -E 11 S5A amount incorrect / not
g 30% - by budgeted / not removed
= () L
& 20% g 10%
10% B Child Support amount incorrect
0% 0% - / notallowed / not removed
" February-April 2016
February-April 2016 S

AABD - Procedure Element Most Frequent Errors
Percentage Causal Factor Cited Out Of All Procedure Causal Errors Cited

AABD - Household Composition Element Most Frequent Errors
Percentage Causal Factor Cited Out Of AllHH Comp Causal Errors Cited

0% 60%

i : 25 Errors Cited
69 Errors Cited B Review dates not updated i B Household member
[0} -
E’ £ 50% |nc0rrectly_'
5] 30% = excluded/included
§ v B Denial incorrect o m Budget unit size
3 e 40% incorrect
E E
© 3 T
§ 20% 1 VR not closed/ updated/ 8 30% H Living arrangement
e closed incorrectly - incorrect
- £
g 20% . .
E 10% u Closure incorrect 8 el
v 0 2 roles/Authorized rep
E’. 10% incorrect
b ES H Residency not
B Address not updated =l S i
0% 0% estahlished

February-April 2016 February-April 2016
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Assistance to the Aged, Blind, or Disabled: Payment Accuracy

AABD - Case Benefit Payment Accuracy
100%
M Benefit
Payment
90% 85.0% Accuracy
5 81.0%
£ 80%
5]
o
& 69.2% 69.8% 70.5%
b 70%
c
@
=
a
e 60% 56.7%
" I
40%
Nov-15 Dec-15 Jan-16 Feb-16 Mar-16 Apr-16
AABD - Case Benefit Payment Errors
Total Dollars Reviewed
$13,053
$11,967 M Dollars
$12,000 — Incorrect
$9,972 $9,972
=, $10,000 F— m Dollars
= Reviewed
2 $8,000 $7,646 (-
£ !
<
g $6,000 $5,683 |
$4,31 s
$4,000 Li|
$1,75] $1,98 $1,89 $1,79
$2,000 L1
S 4 b | il - | I——— [—
Nov-15 Dec-15 Jan-16 Feb-16 Mar-16 Apr-16
Benefits Benefits Benefits Benefits Benefits Benefits
Undetermined | Undetermined | Undetermined A Undetermined Undetermined Undetermined
2 6 i3 5 3 7
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Social Services for Aged and Disabled Adults Accuracy

SSAD All Functions - Statewide Overall Case Accuracy
Total SSAD Case Reads Completed

0%

Sullivan Sullivan Kratochvil Kawata Fremont CSC Scottsbluff CSC
Omaha Dush Shambaugh

100%
m May-15
90% mJun-15
= 80% mJul-15
=4
S M Aug-15
S 70%
% M Sep-15
I 60%
= = Oct-15
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A40% W Dec-15
[ | =
30% Jan-16
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i Mar-16
Statewide ar
M Apr-16
SSAD - Overall Case Accuracy & Case Reads Completed
Per Administrative Team
100%
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= o N
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o
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Social Services for Aged and Disabled Adults Accuracy

Goal Statement: The Social Services for Aged and Disabled Adults program will move towards the goal of 95% accuracy on actions taken
on all Social Services for Agedand Disabled Adults household cases.

Internal Review - SSAD All Functions
Overall Case Accuracy Comparison

100%
W 2015

90%
m 2016

80%

70%

60%

50%

Percentage Correct

40%

30%

20%

Internal Review - SSAD All Functions
Overall Element Accuracy Comparison

= 2015

95%
m 2016

90%

85%

Percentgae Correct

80%

75%
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Social Services for Aged and Disabled Adults: All Functions - Element Errors

SSAD - All Functions
Element Accuracy Top Errors

100%
® Authorization
k3] 80% M Notice
(8]
s i Needs Criteria
Q
% 60% M Procedure
o
c
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=
) 40%
a
20%
0%

February-April 2016
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Social Services for Aged and Disabled Adults: All Functions - Causal Factors Cited
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SSAD - Authorization Element Most Frequent Errors
Percentage Causal Factor Cited Out Of All AuthorizationCausal Errors Cited

42 Errors Cited

February-April 2016

B Number of units authorized
incorrect

W Incorrect transportation type
chosen

1 Approved units exceed limit w/o
exception request

B Authorization not current

1 Authorization missing
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SSAD - Needs Criteria Element Most Frequent Errors
Percentage Causal Factor Cited Out Of All Needs Criteria Errors Cited

53 Errors Cited

February-April 2016

 Client does not have approved
need

W FA-65/IRS form not sent/sent
incorrectly/missing

1 Physician's Disability
Determination form not sent/ sent
incorrectly/ missing/incomplete

B SNA not completed/referral not
made to SNA mailbox

m Client has access to
family/friends/community
assistance

1 Social Service Goals notidentified
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SSAD - Notice Element Most Frequent Errors
Percentage Causal Factor Cited Out Of All Notice Errors Cited

65 Errors Cited

H Notice missing/

incorrect

u Timely/adequate

notice not provided

February-April 2016

Percentage Causal Factor Cited

50%

40%

30%

20%

10%

0%

SSAD - Procedure Element Most Frequent Errors
Percentage Causal Factor Cited Out Of All Procedure Errors Cited

40 Errors Cited

February-April 2016

H Review dates not aligned

 Closure/denial/approval
incorrect

1 Client verification request (VR)
sent but not needed

B Address not updated

1 Client verification request (VR)
not closed/updated/closed
incorrectly
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Focus on Key Errors

Statewide Element Accuracy - All Programs/All Functions
Six Month Comparison
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Incorrect and hours not Updated/Updated incorrectly with Declared/
described using Incorrectly included/excluded Documented
correct authorization Resources

description
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Focus on Key Errors

Notice Element Accuracy - All Programs/All Functions
Six Month Comparison Per Administrative Team

All Functions/All Programs - Top Error
Notice Element
Causal Factor Cited - Notice Missing/Incorrect
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Procedure Element Accuracy - All Programs/All Functions
Six Month Comparison Per Administrative Team

All Functions/All Programs - Top Error
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Focus on Key Errors

Percentage Correct
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Total Case Reviews Completed

Total Case Reads Completed
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CHAPTER 4: PHONE OBSERVATION

Outcome Statement: Children and Family Services Economic
Assistance Constituents will receive quality customer
service.

Goal Statement: Continually review phone observations,
then measure and report CFS processing performance.
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Phone Observations

Review Summary

Report Description: Summarizes the number of reviews completed and the average overall score of the reviews.
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Phone Observations

Report Description: The report summarizes the number of reviews completed, the number of statements reviewed, and the score (possible points divided
by points gained) for each office/staff person.

Performance Area Summary

Phone Observations - Performance Area Scores Phone Observations - Performance Area Scores
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Report Description: Summarizes the number of reviews completed, the number of statements reviewed, the number of statement answered yes (correct),
and the number of statements answered no (incorrect) for each performance area and each question.
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Phone Observations

Zero Score Reviews

Report Description: Zero Score Reviews, Failed Calls
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CHAPTER 5: WORKFORCE STABILITY

Outcome Statement: Economic Assistance is well-
qualified, trained, supervised and supported.
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Goal Statement: Economic Assistance is well-qualified, trained, supervised and supported.

SSW + SSW/T November 2015 December 2015 January 2016
asof11/1/2015 asof12/1/2015 asof1/1/2016
Location Vacant | Total |[Vacancy | Vacant | Total |Vacancy | Vacant | Total |Vacancy
Central Service Area EA* 0 21 | 0.0% 0 21 | 0.0% 1 9 | 34%
Eastern Service Area EA* 1 45 2.2% 1 45 2.2% 1 47 2.1%
Northern Service Area EA* 2 B | 8T% 0 B | 0.0% | B | 43%
Southeast Service Area EA* 5 3| 143% 2 35 5.7% 2 3 5.6%
Western Service Area EA* 1 20 | 50% 1 20 | 50% 1 20 | 50%
Local Office Total 9 150 | 6.0% 4 150 | 27% 6 155 | 39%
Fremont CSC 2 129 | 16% b 129 | 47% | U 129 | 85%
Scottshluff CSC 11 89 | 124% | 2 89 | 22% 3 89 | 34%
Customer Service Center Total 13 28 | 6.0% 8 28 | 3% | 14 28 | 6.4%
Total 2 | 368 | 60% [ 12 | 368 [33% | 2 | 373 | 54%

The above chart: Shows the percentage of vacancies throughout the service areas. These
results are based on employees leaving DHHS, not leaving the state.
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Economic Assistance
Continuous Quality Improvement

Upcoming N-FOCUS Enhancements

Past Changes — April 2016

° LIHEAP Performance Measures Project PHASE I.

° EA Phone Applications Project for Review/Recert and Initial
Applications.

° IVR Redesign

° ADC/AABD Budgeting Enhancement Project Phase Il

° ABAWD History Tracking Window Revisions.

° Remove Change Reporting for SNAP.

° AccessNebraska Text/Email Consent & Notification Project.

° Include CL and DE program cases in the multi-selection of cases
to assign.

. Allow budgeting of EA programs not closed for QC sanction.

° Verification Request Tracking Phase Il — Create VR from ES.

° Child Care Authorization updated automatically when a fee
changes.
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Changes in Progress —August 2016

August 2016:

. User Account Manager (UAM) redesign for clients to obtain PIN electronically and streamline
access to CBI

. LIHEAP Performance Measures Project Phase ||

. Auto-5Select Tie Reasons for EA Program Applications

. Child Care Removal of Resources from ES Budgeting

. Self-Employment 49% Standard Disregard Project

. Remove EF Education Level for Expert

. CSE Sanction not imposed restriction

. ADC & AABD Budgeting — Hard Stop when a payee is a minor

. One-Time MESA Run to convert remainder of SNAP CR Cases to SR

. SNAP Denial Notice for Duplicate Applications

. Child Care Budgeting update to allow for same day budget calculation changes

. Client Benefit Inquiry update to display last document received date.



