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Expanding the Social Services Safety Net: Using 
Data to Enhance Benefit Processing During the 

COVID-19 Crisis
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Our Vision
Thriving Communities Built on Human Potential

Our Mission
American Public Human Services Association 
advances the well-being of all people by influencing 
modern approaches to sound policy, building the 
capacity of public agencies to enable healthy 
families and communities, and connecting leaders 
to accelerate learning and generate practical 
solutions together.

Because We Build Well-Being from the Ground Up
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We Aim to:
Influence integrated and outcome-focused 

policy and practice to advance 

system-level transformation in H/HS. 

Build knowledge and capacity in the field 

that enables Value Curve Progression and 

fosters the desired outcomes.

Connect members, peer communities, and 

partners with each other to accelerate 

learning and generate solutions together. 
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Introductions &  
Current Environment
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How many more people will receive benefits this year?
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Poll Question 1

7

8

Rethinking Approach to 
Benefit Determinations
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13

Customer Demand 
historical data

non-lobby

call center lobby 
traffic

1. Single dashboard for “in-line, online, call 
center”

1. One & Done rate

1. Attendance (are workers coming to work?)

2. Utilization (are they working while at work?)

3. Process cycle time

• Customer 
Demand

• Worker 
Output

• Service 
Standards

• Work Plans

• Customer 
Demand

• Worker 
Output

• Service 
Standards

• Work Plans
Staff Output 

historical data

cases worked 

REAL-TIME DATA

PREDICT:

HISTORICAL DATA TO PREDICT
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Rethinking Approach to 
Benefit Determinations
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Policy Changes & Impact 
on Human Services

Poll Question 2
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Post COVID-19: 
The New Normal
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Call

Walk In

CUSTOMER 
CHOICE

Customer 
connected to next 
available worker 
skilled to resolve 

their needs

70% = One & 
Done 

30% = return with 
verification

Customers Choice
“First Contact Resolution” to 
provide same-day determinations

Next available worker 

Online 
Mail/Fax
Drop Off

All Programs 
(SNAP, Medicaid, TANF, etc.)

All Services 
(apply, renew, report changes, 

submit verification)

1)

2)

1

1
)

2
)

3
)

x

Connect customer to expert1) Finish at 1st Interaction w/ customer 
“One & Done”

2) Real time data / Single Dashboard3)
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Post COVID-19: 
The New Normal
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Social Service Resources 
https://www.equifax.com/government/resources/social-services/

The Work Number® Employment 
and Income Verifications
https://www.theworknumber.com/socialservices/

Resources
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Thanks for Attending

Q&A
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Visit us at

Equifax.com/Government
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• Thanks for Attending

Survey
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