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George Sheldon, Interim SecretaryGeorge Sheldon, Interim Secretary
Jennifer Lange, Director (ACCESS Florida)Jennifer Lange, Director (ACCESS Florida)

California Food Stamp Symposium
Sacramento, CA – October 2, 2008
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Mar - 08

Families
Cash Assistance:  48,114 
Food Stamps:  743,049 
Medicaid:  1,293,507

Persons
Cash Assistance:  77,503 
Food Stamps:  1,441,726 

Medicaid:  1,765,087

Applications:  430,324
Reviews:  109,133

Workforce:  4109
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Mar - 07

Families
Cash Assistance:  47,337
Food Stamps:  620,128
Medicaid:  1,242,636

Persons
Cash Assistance:  77,333
Food Stamps:  1,211,941

Medicaid:  1,700,552

Applications:  383-239
Reviews:  97,970

Workforce:  4109
http://www.dcf.state.fl.us/publications/docs/quickfacts.pdf
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Accomplishments
• Streamlined operations and simplified eligibility determination.

• Reduced staff by 43% with increases in workload.

• Increased access points in the community by almost 1500% with combined community 
partnership and DCF locations.

• Consolidated back room processing and reduced the number of DCF walk-in offices

• Reduced number of DCF office buildings by 33%

Recognition

• Winner (out of 1,000 entrants) of the 2007 ASH Institute Innovations in American 
Government Award.

• Received a high performance bonus check, $5,481,910, from USDA’s Food, Nutrition 
and Consumer Services for improved accuracy rate of 95.85% in issuing food stamps 
for the FFY 2007.

• Visited by more than 40 states and national organizations.

Modernization Recap
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If You Build it 
They Will Come…

We Built We Needed

Web Application

Call Centers

Easy Computer Access

Easier to use Application



7

• Self-service

• Greeters available

Easy Computer Access Through Store Fronts
And Community Partners
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ACCESS Web Application – Easier to Use
March ’08 Improvements

Case Summaries

Progress Bar
Navigation Menu
Evaluates Expedited       

Services
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Application Information

System Displays 
Summary

Easier to Use Web
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Confirmation Page

Email serves as a receipt 
for the customer.

Dynamic section informs 
customer of potentially 
eligibility for expedited 
services.



12

If You Build it 
They Will Come…

Call Centers
More ways to provide 

information

Had 350 agents
but the calls 
increased more
than 25% in 
the last 2 years

•Automated response
unit

•Web response unit
•My Account
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My Account Authentication

More secure than 
existing system.

More information.
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Nightly extract from 
base system.

Approved application

My ACCESS Account
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If You Build it 
They Will Come…

We Built We Needed

Telephone
Interviews

800 numbers
in local offices

Dedicated staff
to accept calls

New & better notices
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If You Build it 
They Will Come…

We Built

Electronic Data

Ways to move data
between computer
systems
• Data streaming

• Tracking system

• ACCESS Management
• System

• Electronic Partnerships

We Needed
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ACCESS Management System
Client Registration

Prioritizes application in queue  

� Expedited

� Unknown

� No

� Blank (not a food stamp application)
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ACCESS Management System

Client Registration / 
Clearance Process

� Displays new information
from customer and that
already in base system

� Allows for edit to base
system.

� Provides 1 button
touch clearance 
process.



19

Application 
Entry

Authentication 
for My Account

Notices Web App 
Data 

Transfers

Specialty 
Applications 

Web App     
Expanded Data 

Collection Workload 
Management

Document 
Imaging 
Faxes

Single Sign On 

The Information Highway - Where We’re Going 

Web App   
Real Time 

Data Matches
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Electronic Partnerships Coming Soon…

Common Demographic Data Collection

Supports Outreach

Partner collects electronic
data for multiple

benefit applications

Data transmitted overnight
through portal

State agency
food stamps Federal agency

EITC

Local agency 
housing

Etc.

Data

Data

Data

Dat
a
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ACCESS Florida 
Community Partners 

ACCESS Florida 
Community Partners

Florida Department of Children & FamiliesFlorida Department of Children & Families
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Department’s Commitment

� Designate liaison to serve as single point of conta ct

� Provide training to community partners as needed

� Provide assistance to community partners in their 
role as an access point 

� Supply applications and literature about programs

� Process applications, determine eligibility for 
benefits, and notify applicants of their eligibilit y status.
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Community Partner’s Commitment

� Designate liaison to serve as single point of conta ct

� Perform agreed to services

� Provide data and feedback regarding agreed to 
services

� Safeguard customer confidential information

Partners are not required to:

� Advertise to the public

� Determine eligibility or

� Screen applicants for potential eligibility
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Intake and Application Process

PLANTINUM

BRONZE

GOLD SILVER
Community PartnersCommunity Partners

Community partners – Partner Levels

BRONZE

GOLD

PLATINUM SILVER

� Access to computers to apply on-line
� Access to telephone to call Customer Call 

Center

SILVER

PLATINUM

BRONZE GOLD

� Access to computers to apply on-line
� Access to telephone to call Customer Call 

Center

� Customer drop off point
� Access to printer to print application 

summary
� Verifies identity and citizenship of applicant 

GOLD

BRONZE

SILVER PLATINUM

� Access to computers to apply on-line
� Access to telephone to call Customer Call 

Center

� Customer drop off point
� Access to printer to print application 

summary
� Verifies identity and citizenship of applicant 

� Access to fax machine
� Access to copy machine

� Provide general assistance in explaining the
application process 

PLATINUM

SILVER

BRONZE GOLD

� Access to computers to apply on-line
� Access to telephone to call Customer Call 

Center

� Customer drop off point
� Access to printer to print application 
summary
� Verifies identity and citizenship of applicant 

� Access to fax machine
� Access to copy machine
� Provide general assistance in explaining the

application process 

� Has limited access to client information
via ACCESS Florida on-line
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ACCESS Florida Community Partners Network

PARTNER
Signed & 
Verbal

BRONZE
Signed & 
Verbal

SILVER
Signed & 
Verbal

GOLD
Signed & 
Verbal

PLATINUM
Signed & 
Verbal

Faith Based 
Members

(included in Partner 
level counts and totals)

TOTAL 
AGREEMENTS 

STATE 
TOTALS

354 362 100 1,858 524 560 3198

As of 8/25/2008
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Studies & Evaluations
• Mathematica Policy Research, Inc.

– Modernization of the Food Stamp Program
in Florida (Feb 2008)

• Government Accountability Office
– Food Stamp Program – Use of Alternative Methods to 

apply for and Maintain Benefits Could Be Enhanced by 
Additional Evaluation and Information on Promising 
Practices (May 2007)

• National Governor’s Association
– Improving Access to Benefits for Low Income Families 

(August 2006)
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Contacts

E. Maria Brown
Program Administrator, ACCESS Florida
5400 NW 22nd Avenue
Miami, Florida  33142
(305) 636-2354

Out of State Case Inquiries
• Send email to D11_SFL_CallCenter@dcf.state.fl.us
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Not
The End


