
Workflow and Imaging 
Capabilities 

Custom, Innovative Solutions 



Program Background 
• The State of Kansas contracted with USA800 to provide a full-

service, centralized solution for its Low Income Energy 
Assistance Program (LIEAP) 

• The program was previously managed by State employees 
with a fragmented service delivery approach 

• The objectives of the project were to improve efficiency, 
quality and reporting/management capabilities 

• USA800 proposed an innovative solution to delivering on the 
program goals 

• A pilot solution was implemented in 2010; the permanent, 
refined solution was implemented in 2011 
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Program  Components 

• This full-service solution consisted of the following capabilities: 
• A fulfillment operation that handled inbound mail (applications and 

supporting documentation) and outbound mail (fulfilling application 
requests) 

• A public facing web-site that allowed users to submit an application and 
check the status once submitted 

• A scanning system that included optical character recognition (OCR) and 
indexing for key parts of the application; also scanned in supporting 
documentation as .tifs 

• A workflow system that queued applications and built a “case view” of 
each applicant using information from disparate but integrated systems – 
State systems; utility company sites; imaged attachments; prior year 
history; manually entered case notes 
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Program Components   
• An eligibility operation that gained efficiencies through 

division of labor, automated information collection, and 
streamlined training. 

• An IVR that provided callers with pertinent program 
information and allowed them to check the status of their 
application 

• A call center operation that was fully integrated with the 
workflow solution, enabling phone agents to  provide callers 
with accurate, timely information 

• A web-based reporting tool the enabled the State to track key 
data about volume, timeliness, and service levels 
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Program Components 
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Centralized Scanning Distribution 

• USA800 has a 35,000 square foot imaging/warehouse and distribution 
center with USPS pickups  

• USA800 leverages (6) heavy duty scanners capable of scanning 50+ duplex 
images per minute – 200,000+ pages per day 

• All hard copy material sent directly to Kansas City based imaging 
distribution center with PO box checked daily 

• All hard copies are sorted, scanned, and indexed  
• Indexing of images handled at USA800 contact centers by highly trained 

indexing clerks  
• Quality control measures are in place to ensure accuracy rates of 99.9% 
• Fax /E-Mail Server can route images to predefined directory for proper 

indexing 
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Centralized Secure Database 

• Images are created in a .tif format
• USA800 database stores indexed information with reference points to the 

image files stored in a directory 
• Images and database are housed at USA800’s secure data center with a 

VMware solution 
– 50+ terabyte Equalogix Sans disk array 
– Raid 50 redundancy 
– Data center is PCI and HIPAA compliant 
– All data stored at redundant, secure sites 

• USA800 leverages AT&T’s MPLS network and DS3 data access to ensure 
fast access to images by all remote users
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OCR Sample Application 
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• OCR capabilities enable the scanner to  turn handwritten text into data, eliminating much of 
the need to key information manually 

• Fields surrounded with the pink borders are OCR’d; non-OCR’d fields are manually keyed into 
Contact Central later in the process 

• A barcoded separator page is also scanned and provides the date/time stamp of receipt  



Error Correction 
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• OCR’ed documents typically need  some level of data clean-up as the system cannot always 
interpret handwriting cleanly. 

• Our solution leverages existing data from prior year applications to help identify possible data 
errors and streamline the overall data entry and correction process 

• Additionally, configurable indexing fields are entered during this step, which allow future users to 
search for images based on key search terms. 



Non OCR’d Documents 
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• A separate scanning process provides the ability to scan supporting documentation as .tif files. 
• Supporting documents that arrive with a bar-coded coversheet are automatically associated with 

the correct case within the workflow tool (Contact Central). 
• Other documents are attached to the correct case through a search and attach feature within our 

Contact Central application 



Workflow – Contact Central 
• Our proprietary Contact Central system has been customized 

to ensure the applications are being queued to the correct set 
of workers at the appropriate step in the process 
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Contact Central 
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• Through Contact Central, the non-OCR’d fields are entered and then the data set is stored as the 
master file within Contact Central.

• The completion of this data also initiates a data push to the State’s mainframe system to register 
the case and populate a sub-set of the case data. 



Contact Central 
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• Once the master record is created in Contact Central, the process of building the case record 
begins with a combination of manual and automated data gathering steps 

Each tab represents a set of 
information about the applicant  

The main page provides a snapshot of the applicant 
and household members, as well as a status of where 
the application is within the workflow process 



Contact Central 
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• The first step involves manually entering data from proprietary systems that could/would not 
support an automated data gathering process. 



Contact Central 
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• Contact Central automatically searches for and pulls back account information for specified 
applicants from the State’s two largest utility companies. 

• Automated integration also exists with the Child Support and Food Stamps systems. 
• Data from last year’s LIEAP case is also available on a tab, providing eligibility agents with another 

point of reference when verifying things such as household composition. 



Contact Central 
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• When the data tabs have been completed, the application is queued up for an eligibility agent, 
who now has most of the required research available at their fingertips 

• The eligibility agent makes a determination, documenting in the Case Notes the rationale for why 
the applicant does or does not qualify for the benefit.  

• The Case Notes also provide an audit trail of everyone who has accessed and worked on the 
application. 



Contact Central 

17 

• That final determination step also initiates a data push over to the State’s LIEAP system, which then generates 
an approval or denial notice to the applicant. 

• This final capture of data from the LIEAP system back into Contact Central allows the eligibility agent to confirm 
that the case has been closed out in the State system and also becomes part of the case history in Contact 
Central. 



Contact Central 
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• Contact Central  also 
provides real-time 
visibility of the volume 
of work that is in each 
queue, enabling fast 
and efficient 
deployment of 
resources. 



Online Application 
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• Applicants are provided with 
the opportunity to submit 
an application online, as an 
alternative to  filing a paper 
application. 

• Online applicants can print a 
bar-coded coversheet to be 
sent in with any required 
supporting documentation.  
The barcode enables the 
documents to be 
automatically associated to 
their case when it is scanned 
in. 



Online Status Check 
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• Any applicant, regardless of the method used to apply, can check the status of their application 
online. 

• Status check is also available when a caller reaches our IVR – they simply need to enter their SSN 
and the status of their application is provided to them. 



State Worker Portal 

21 

• Select Kansas SRS 
employees were provided 
with a portal that allows 
them to perform key 
functions such as checking 
the status of an 
application, escalating 
applications for review, 
and ordering additional 
paper applications for 
their offices. 



Results / Benefits 
• This centralized, imaging and workflow-enabled solution yielded the 

following benefits: 
– Provided a centralized clearinghouse and program management for more 

efficient and consistent processing of applications 
– Delivered a clear understanding of how applicants are being serviced and 

allowed for transparency into the process
• Timing and volume of inquiries by day, week and month 
• Clear understanding of processing time
• Improved overall reporting 

– Provided citizens with more options for receiving service 
• Online application 
• Automated status check 
• Centralized phone support 

– Provided electronic record retention 
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