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Nation is Interested in
Florida’s Model Because it is:

• Customer friendly
• Uses current 

technology
• Cost efficient
• Accurate
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• Implement (2003) Legislative 
direction to achieve efficiency

• Update 1960’s service delivery 
model

• Respond to changes in customer 
base

Why Did We Change the 
Model?
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How We Started

Early Model 
• Pilot office – 2003
• Statewide – April 2004
• No new technology
• Paper eligibility questionnaire 

supplemented paper application
• Quick 7 minute interview in lobby
• Red-track cases could have 2 interviews
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Desperately needed
• Electronic data 
• Document imaging
• Back room processing 
• Web app and pre-registration

Lessons we learned from the 
Hurricanes in 2004 and 2005
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Web Application

• April 2005 - Released on the internet with 
electronic signature

• January 2006 - Americans with Disabilities 
Act compliant version 

• March 2008 - more user-friendly version
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ACCESS Web Application
User Feedback Survey – June ’09

Needed Help to Complete? Experience with Screens

Time to Complete Use Again?

81%
Yes
No 66%

Easy
Fair
Difficult

 
AM

:

:

48%
< 30 min
< 60 min
> 60 min 97%

Yes
No

Total Users Responding: 52,997

19%

38%

14%
3%

30%

4%



8

The ACCESS Model Overview

Enhanced Technology
 Automated ACCESS Response Unit
 Web Application
 Document Management

 Virtual case records and 
verification  document

 Scanning and indexing
 My Account customer inquiries 

Customer Call Center
for Information

Community 
Partners

DCF Customer home, 
Service Centers or 

Satellite Offices

Customer Access Opportunities

 Telephone Interviews
 Processing Units/Centers
 Case Maintenance Center
 Customer Call Center for changes
 Front-End Fraud (ACCESS 

Integrity) 
 KidCare (Medicaid  only for 

children) Processing Centers

“Back Office” Processing

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Presenter
Presentation Notes
Key Points:
Access for services can now occur in locations other than the DCF office.  With the web application, customers can apply via the internet from home, from community partner sites in addition to their DCF offices.
Some applicants must have screening interviews in DCF offices before approval, while some can receive telephone interviews, if necessary.
Customer call centers record reported changes and provide information
Processing centers handle the bulk of the eligibility work, with information available to customers through automated telephone response units.
A new document management system is being implemented to fully replace paper case records with online, digitized information.
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ESS Modernization
Funding & FTE Reductions Beginning SFY '03 - '04
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• Began Labor Day weekend 2008 when 
14,000 customers established accounts 
without assistance or advertizing.

• There are now more than 500,000
customers with accounts and the number
continues to grow.

My Account for Customers
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The Challenge Ahead
Unduplicated Persons Receiving Benefits

July 2003 through April 2009
[Cash Assistance, Food Stamps and Medicaid (not SSI)]

Compared to Eligibility Staff Authorized
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#1

Food Stamp Payment Accuracy

• FFY 07/08    0.85 % Error Rate

• $ 7.1 million federal bonus

• FFY 06/07  4.15 % Error Rate

$ 5.4 million federal bonus

• FFY 08/09  0.52 %
Oct. 08 – Feb. 09
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ACCESS Florida
Innovations Website

www.accessfloridainnovations.com

http://www.accessfloridainnovations.com/�
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Questions
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