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Program Background USASQ0

* 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

 USAS800 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




Program Components USA800

e This full-service solution consisted of the following capabilities:

e 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




Program Components USA800

* 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

e 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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Centralized Scanning Distribution USA8OO

e USAS800 has a 35,000 square foot imaging/warehouse and distribution
center with USPS pickups

 USAS800 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

e 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




Centralized Secure Database USAS00

* Images are created in a .tif format

 USAB800 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 PCl 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 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.

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

e 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 USASO0
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* A separate scanning process provides the ability to scan supporting documentation as .tif files.
e Supporting documents that arrive with a bar-coded coversheet are automatically associated with

the correct case within the workflow tool (Contact Central).

e Other documents are attached to the correct case through a search and attach feature within our
Contact Central application




Workflow — Contact Central Z>4800

* 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

3 Opening & Welcome to the Kansas Low Income Energy Assistance Program Work Flow Solution.
(3 Queue Stats
01 Close Call Please select the process you were instructed to work on.

e’? Work Flow Reasons:

Data Entry Eligibility Resolve Applications General

Application Completion

O Queus Applications
() Search Applications

Manual Data Gathering

O Queue Unemployment Data

O Search Unemployment Data

) Queue Income Data

O Search Income Data

O Queue 551 Data

Eligibility
O Queus Applications
(O search Applications

Priority Applications

() Queue Applications
( Search Applications

Escalation Applications
O Queus Applications

(O Search Applications

Reqistration Errors

O Queus Applications
(0 Search Applications

Overdue RFI Requests

) Queue Applications
) search Applications

Application Status
O Search Applications
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Mail yvour completed application to the LIEAP Processing Ce
completed application must be received no later than March
denied, regardless of postmark date.

& Click here for image.

nt Information. N e applicant should be thy
live in ise list yourself.
Last Mame |F?.DDFEIGUEZ
Social Security
Number |621-45-0188
Are you:

A Citizen or Legal Resident?

& Click here for image.

Click for full page.

Applicant Information. NOTE: The appifcant should be the person whose name is on the utilifty bilf if they
live in the home, otherwise list yourself.

lasiName 5.7 0 b p ff B D Frstname T H o m A 8 Mmoo
SodalSeaurty oy o i & | v |  DaeofBrth | 2 Pt 1 § 90 Sex M
Arz you: Yes Mo | Whatls your Race?
A Citizen or Legal Resident? < Asian Hispanic 3 White
Disabled? b4 Black Native American Other

How da you prefer to be contacted? Home Telephone

o youp . NumbrIJ 4 13 L4 4 £ 423
E-mail > Talephone Regular Mail Altemate Telephona

Nurmber

Emalfddess T €7 & p p REP G G MA 1 £ - Co M

Applicant Street Address

StroctNumber 2. & L\ StreetMame W [ Mh o N D
Apt/Suite Y 80681 cty Wt &M (T K
State ¥ s ZipCode [ F 206

Name and address that your mail should be sent to, QNLY IF DIFFERENT FROM ADDRESS ABOVE.

Applicant Information. NOTE: The applicant should be the person whose name is on the utility bill if they
live in the home, otherwise list yourself.

LastName [sTODDARD First Name [THOMAS i w
Social Security Date of Birth Sex

Number |101—01—0111 (MM-DD-YYYY) |12 -1 ,|1980 (MorF) M
Are you: Yes No What is your Race?

A Citizen or Legal Resident? I3 I i Asian " Hispanic & White

Disahled? r 2  Black © Native American © Other
I

Disabled?

* 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 USAB00

Each tab represents a set of

information about the applicant

£ Eligibility Tool | 7
7

21 Queue Stats Applicant Details Case Notes Househald Profile Child Support Westar Energy Kansas Gas Service Sacial Security AF/Food Stamps Unemployment

[Z3 Close call Income Validation Previous LIEAP Benefits State Eligibility Application Data
Applicant Application Household
Data Data Members
|Name: [Mary willard |Application Received: |z011-02-09 | Name | SSN | p.0.B.
|address: |416 Delaware |Last Queue Worked: [westarManualScrape | WMary willard | 723-83-4758 | 1365-12-01
|City, State, Zip: |Leavenwcrth, KS (66048) |Current Queue: |BARIScrape
|Countv |Leavenwcrth |App|i|:ation Status: |Queuedfor Data Collection
|Social Security Number: |723-89-4798
|Date of Birth: [1965-12-01
Do you need to change prioritylescalation?

[0 ®Move to Priority Queue \
O move to Escalation Queue

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

* 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




Contact Central USAB00

|Week | Name | SSN | Date Mailed | Week Claimed | Earning | Pay Amount

|435

1 [TREVOR STOCKDALE 301-01-0001 (091229 | 091226 ||.00 |

2 TREVOR STOCKDALE 301-01-0001 (100105 || 100102 || 00

3 TREVOR STOCKDALE [301-01-0001 (100112 || 100109 ||.00

4 TREVOR STOCKDALE 301-01-0001 | [l

| [ —
- Unemploymentvaiidation (BARD)

|Week | Name | SSN | Date Mailed | Week Claimed | Earning | Pay Amount

1 JANE DOE | 987-54-1236 | | | | | |

2 JANE DOE | 987-54-1236 | | | | | |

3 |JANEDOE |987-54-1236 | | | 1] || |

4 JANE DOE | 987-54-1236 | | | | | |

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




Contact Central USAB00

3 Eligibility Tool | 7
2 Queue Stats '{" Applicant Details Case Motes Household Profile Child Support Westar Energy Kansas Gas Service Social Security AF/Food Stamps Unemployment
[Z2 Close Call Income Validation Previous LIEAP Benefits State Eligibility Application Data

| Account Summary Account Balance | Pay History

Payment History

Payment Date Amount
11/4/2010 £117.03
ANTHONY L JONES Current Balance: Past Due Balance: Next Payment Due:

2332 N PINECREST ST # 119 $84.65 $47.07 01/10/2011: $84.65
WICHITA, KS 67220-3035 [2332 N PINECREST 5T # 119 WICHITA KS 67220-3035 [510794084 1604859 27]

* Contact Central automatically searches for and pulls back account information for specified
applicants from the State’s two largest utility companies.
e 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 USAB00

4 Eligibility Teol |
7

2 Queue Stats

Applicant Details Case Notes Househaold Profile Child Support Westar Energy Kansas Gas Service Social Security AF/Food Stamps Unemployment
3 close Call Income Validation Previous LIEAP Benefits State Eligibility Application Data

Previous Case Notes:

2011-02-24 at 12:39:52
Jasmine Jackson (41466)
= Accessed Record

2011-02-24 at 11:47:15
Ebony Mcoray (41464)
* Accessed Record

2011-02-24 at 10:20:16
Ebony Mcoray (41464)
* Accessed Record

2011-01-26 at 09:33:24

Aretha Butler (41212)

* VERIFIED APPLICANT APPLICATION DETERMINATICON, VERIFIED FS CASE, VERIFIED HOUSEHOLD MEMBERS, VERIFIED CITIZENSHIP, VERIFIED INCOME GUIDELINES
MET, VERIFIED VENDOFR GUIDELIMES AND VERIFIED ENERGY WULNERABLE. APPLICANT MR. JONES IS APPROVED

2011-01-25 at 11:56:46
leff Karros (41372)
= 551 Data Worked

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 USAB00

4 Elgibility Tool | <7
7

24 Clueue Stats Applicant Details Case Notes Haousehold Praofile Child Support Westar Energy Kansas Gas Service Sacial Security AF/Food Stamps Unemployment

[ close call Income Validation | Previous LIEAP Benefits | State Eligibility | Application Data
ANY HOUSEHOLD MEMBER AGED? 0-2 YEZRS: N 3-5 YEARS: N &0+ YEZRS: Y A
F1=FRESH SCREEN F3=LIEAF MENU ENTER=EDIT/SAVE F12=53IGNCFF

Determine Eligibility

DEEL DETERMINE ELIGIEILITY 0l/11/2011
CRSE NUMBER: ________J CA&SE NARME: JONES3 JuDy K WOREER: SWCSC14
CITIZENSHIF: Y DISRBLED: Y EMERGENCY: Y FOOD STAMF: N HH SIZE: 01

INCOME TYFPE (5)/LMOUNI(5): 55 0003984 : _

FUEL BILL: A DWELLING TYFE: A SUBSIDIZED HOUSING: N
FUEL TYPE: G 3ELF PAYMENT3: Y ISSUANCE OFTIONS: B

01444448331

FRIMRRY VENDOR ID NUMBER: 001 ACCOUNT NUMBER: 510
gas 23

SECONDRRY VENDOR ID NUMBER: 500 ACCOUNT NUMEER:
OUTREACH: N

923
827

5
0

g
9

TCOTAL INCOME: 00000984 BEWEFIT LEVEL: 00000257
APFROVRL: X AFFROVAL AFTER DENIAL: SUPFLEMENTAL:
DENIAL: RELSCH: _

RUTHORIZE AFFLICATION IO FROCESS? Y

IYFE OF NOTICE IC GENERRIE:

BENEFIT CALCULATED AS SHOWM, ENTER AUTHORIZATICON CODE AND/OR FRESS "ENTER"

FALTINOATE ANDT TAMTTAN SrMETH TOaT TER T MWERTT FWMTEN_E DT T f S1TT T VS TONONE T

* 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.
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VVOTRITI I I TVOTRITg WOTRIng
‘ w Pending w Pending w Pending
| 5S1Scrape | Priority | Escalation
| Pending | Working |OnHold ||| Pending | Working |OnHold ||| Pending | Working | On Hold
| 0 | 0 [ o | 12 | 2 | 183 | 132 | 1 | &5
—— Haold Work — Hold
Hold — oring
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\ Pcnd!ng
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| Pending | Working |OnHold ||| Pending | Working |OnHold || Pending | Working | On Hold
[ 1723 | 13 [ 1863 ||| 17 | 0 EE | 110 | 1 | =0
Mol Hold ——— Working ———Hold
Working
' Pending Workingu Pending Pending
| RegistrationError | DeadApplication | OverdueRfi
| Pending | Working |OnHeld ||| Pending | Working |OnHeld ||| Pending | Working | On Hold
| 0 | 0 [ o | 13 | 0 [ o | 182 | 0 [ &
—— Hold ok
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Working Hold - Hold
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e Contact Central also
provides real-time
visibility of the volume
of work that is in each

gueue, enabling fast
and efficient
deployment of
resources.




Online Application
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Logout | USABOD LTEAPUser

[Apply Onine

Household Utiities
This program provides assistance to pay for home energy costs, Your completed application must be
submitted no later than March 31, 2011

Applicant Information

NOTE: The applicant should be the person whaose name is on the utility bill if they live in the home,
otherwize list yourself

Last Name First Name Middle Initial
|
Sodial Security Number Date of Birth Gender

MMCDAYYY i Male ¢ Female

Are you a Citizen or Legal Resident?  Are you Disabled?
“i¥es Ciho ©iYes Ciho Race M

Contact Preference
How do you prefer to be contacted?
2 E-mail - Telephone @ Reqular Mall
Home Telephane Number

Alternate Telephone Mumber

E-mail Address:

By providing your emai address, we can contact you next vear regarding the start of the LIEAP
program.

Applicant Address
Street Address

Apartment / Suite

it Ctzta Fim

e 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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DEPARTMENT OF SOCIAL

AND REHABILITATION senVlééS“ .

Home Check Application Status FAQ

number now?
Il_-_-_ | |  GetApplication Status |

Our records are indexed by your social security number and I'l need that to check your file. Can I have your social security

Your applications eligibility determination is complete.

866-44-LIEAP (866-445-4327) and speak to an agent.

A decision has been made regarding your eligibiity for LIEAP benefits. We are not allowed to provide details regarding the decision
online, so you wil receive notification of final decision in the mail. If you do not receive this notification within 7 days, please call

* 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 USAB00

DEPARTMENT OF SOCIAL
AND REHABILITATION SERVICES -

e Select Kansas SRS

Login | Register employees were provided
with a portal that allows
_ them to perform key
Lol functions such as checking
Please select from the folowing options: the status of an
% Check status of applcation / escalation a pplication, escalatin g
% Submit an escalation S :
% Request additional appications appllcatlorls for rewew,
% Enter an applcation onlne and Ordermg additional
% Print a request for appeal paper applications for
their offices.

o — eE——— — — —eem —

Terms | Privacy Statement




USAS00

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

e Improved overall reporting
Provided citizens with more options for receiving service

* Online application

e Automated status check

e Centralized phone support

Provided electronic record retention
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