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|ntroduction

s Ensung that eligible familiesiwhe need susidies
cani get andl keepr them Is critical for CCPDE geals:

s parentall choice
5 Nelping IoWEIRconEe: parents Work
s SUpporting childrents; develepment

s Researchi suggests; some eligible families wihe need
ana want helprare net gettinglIt, and shews that
these that de have: short spells

s \Vany fiactors respensible, Including sulsidy policies/

Practices that cam create barriers 1o subsidy use
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Overview. ofi the Stuay...

1) 2005-20006 study’ on state/local strategies
10 SUPPEeIL SUBSIdY aACCESss

Eunded by the Jeyce Eeundation

Eecus on 7 Midwesterm states (1L, TN, TA; MIE VN,
OH, WI1)

Reviewed state: policy, manuals and state CCDE plans,
conducted state pelicy survey en common: pelicies,
conducted Interviews with state and lecall respendents
0N key poelicies/strategies

Policy briefi and 1n-depthl report availakle at
W LIOAn. org.



..Overview of the Study

2) 2006-2007 CCE funded follew-tpr Worik
1O:

s Collected strategies fron additienal states
(Identified witihr CCB;, regional stafif;, and NCCIC)

» Integrated findings wWith; Jeyce  data te) create
topical moadules



Research Questions of
Joyce/CCB Projects

= WWhat are susidy’ agencies: doing te support
SUSIay aceess and retentien?

» Overall, fieor parents With fllctiating Woerk/nomn:
traditionaliwerk schedules, and for English
Language Leaimers

» \What lessons nave they learned?

s \What tradeoffs are ivelved?

NOTE: FOCUS 01 State experernces anad PErspectives
— 0OEs oL ASSEss IIMPAcCt or lmplementanon



Considerations In Making
Policy, Decisions

x CCDE administraters have: tor balance CoORCErns
aboult:

Parent burden
Stiafiif worklead/administrative: Costs
Contrelling INMPreper payments

Belng fiscally respensible/keeping program) cests
1)1



IHow: Agencies
Approach Iiradeofifs

s [radeefifisi net always oBVIeUs — Seme Strategles
are positive I multiple: areas, allewing
administiauers ter achieve multiple goals

x Different agencies/administraters weigh: these
considerations very: differently’— no right”
anSWer

x Occasionally’ have very: different perspectives, on
W particular policies; play: ou



Key Policy: Areas

s Overanching strategies (linkingl systems,
clstemer: senvice)

a SImpliING Steps; Nl process (application,
[ecertification; Internmi reporting)

5 Minimizing Inadvertent terminatiens

s Special populations, (nen:-standard woerk,
English Language: [L.earners)



Link Benefit Systems

x A mul-dimensionaliappreach te; aligning
systems (computer systems, policies, eligianity,
fecertification, reperting, etc)

s Structural/administrative approaches:

Link computer systems (Integrated system,, or allow
WOIKErs 0] aCCess data across; systems)

Cembine respensikilites within: a single Worker

x At particulart stepsi ini the client process:

Cembined applications
Synchrenize review: dates

Coordinate interim repoerting



Impreve Custeomer Service...

n Simpliy/exp

x Reguire leca

alin SURSIAyY: policies/practices

AJEncies o address

custeomer senvice

s Conduct cUStemMEr SERVICE SURVEYS

= MiRimize: In-pPersen; Visits

a Dehate about eliminating IN-persen; Visits o)
nitial applicatien

m Vore consensus aboeut eliminating VisIts: for
redetermination
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..Impreve Customer Senvice

n Viake' It easier te; get In teuch with staiif

Phiene systems: State level tell-fiee numiers, phone
call tracking system,, scheduling hoet line

Stafifing approaches: Dedicated customer service
stafi, alternative access peints, different models of
CUSTIOMEYN: SEnVice

On-line eptiens: PUt Infermation; on-line

Easier tor meet with stafii: Extend office hours, mMEeet
N other locations

Improve data managemenit/computer systems
and technological infrastructure
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SImplify. Application

= Vake applicatiens easier te) acCess

= Make avallablerat alternative locations

s Strategies listed earlier re custemer Sservice

s Vake itreasier tor fill eut/stibmit applications

= Streamline the application form, link systems, and ferms,
ease decumentation reguirements;, previde: alternative
Ways e sulmit applicatiens

= Deal with timeliness ofi eligibility precessing

= Consolidated eligiility: unit, “real-time”proecessing,
presumptive eligibiity: (Under limited circumstances)
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SImplify: Recertification

(Norte: jrteracts Wit naternm reporing)

Longer recertification pereds; (12 mos.) — challenging
ISSUE, Seme: states doing selectively

Make!' it:easier fior families; te remember (reminaders te
parentsrand previders, synchrenized dates withr other
SVEILES)

Make it easier fior families 1o get Infermation to the
Agency. (see customer service: strategies)

SImplify/ What infermatien parents have to: report
(only report changes), Use: ether data Seurces/
systems)

Give parents an “extra chance™ through grace periods
and backdating
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SImplify: Interin; Reporting

Only: reguire: repolting of majer changes

Only adjust sUBsIGiEs Withr Some; changes during
Intermi peroed

Make it easier torreport

= Change reporting forms, calll centers, en-line, ete

ldentiiy altermative ways) efi getting| the
Infiermation

= [Inked data systems, ether data systems, employer
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Minimize: Inadvertent
Terminations/Support Continuity.

Policies ter address petential sulesidy. less; due
10, Chang@es Ik cllicunstance:

= Shoert gaps in'employment
= [[emporary Iincreases in Income

» Briefi periods off neligihility’ or net needing care (suspend
payment)

= Continue: paymentsiwhen families change: eligibility.
CAlEgoNES

= Delay or suspend copayment Increases
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Speciall Pepulations

Eluctuating/Nen-traditienal Work IHeurs (area
RAEeaing| mere focus and support)

s Create more: fiexipler avthoerzation approaches
» Allow providers te billifor moere/less heurs
= Authorize care fier more thamn 6ne previder

English Language: Learners

= Proevide materals in other languages

s Viake interpreters availanie i multiple ways
» [rack language In' computer system
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Concluding Theughts...

= Area ol engeing activity’ and Concern for state
administrators

= mpreving access IS of Interest 1o, agencies
despite (lbecause of?) fiscal constraints and
IMProper payment CORCErnSs

= |MpPrepEr payment prokiems, cani flag areas Wherne
POJICIES NEEad! 1o be refermed
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..concluding Thougnts...

s CCDE agencies finding partners

Linkages; andl lessons; fliemr ether systems ana
penelit pregrams, (Foed Stamps, etc)

Other individuals or erganizations woerking
With' parents) (CCR&R, provider organizatiens,
previders, local community: SErVvice agencles;
etc)
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..concluding Thougnts...

s  \What te do it yeu want te examine these
ISSUES? (See separate ianaoun)

1)) Assess yeur system — Where: do; families; face
challenges? Why?

Gatier data firen Wherever pessible — I.e. clients,
caseworkers; andfadministratve data (Including
IMPLEREN payment Iniie)

Examine whether yeur policies and practices reflect
the dynamic and complex: realities; ofi Iow-Income
family’s; lives
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..concluding Thougnts...

2) What IS the cause: of the prenlem?

Work hackwards o) the SoUrce = each prenlem can
nave many. causes (I.e. policy, Infirastiucture,
Implementaton, ete).

3) Assess solutions — Wihat can be done thait
conferms With sulsidy: systen goals?

Be creative
Diferent selutions will-werk for different systems

May lbe more than ene seluiion

4) Implement solutions and assess the results
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..concluding Theugnts

a Partnerships With: research cCommuniby

ASSESS; Impact of policies

|dentiiy mest promising strategies; te) evaluate
further

ldentiiy Where research suppert needed

[DESIgNING EffiEctVe MEChanISms: to: gather
CUSTGMEr SENVICE SUrVeys
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