
Strategy & Timeline

APHSA and NASWA will design a robust collaborator engagement strategy to guide its approach over the course 

of the project. To comprehensively and strategically map current data and system modernization efforts, we will 
develop and publish a landscape scan. In cooperation with teaming partners, APHSA and NASWA will explore current 
and future state customer journey maps to document how individuals and families navigate access to benefits and 
supportive services within and across health, human services, and labor agencies. APHSA, NASWA, and other 
identified collaborators will co-design a roadmap for data and system integration across health, human services, and 
labor agencies. The roadmap will be informed by cross-sectional insights garnered throughout the project period.

Project Overview: Aligned 

Customer-Centered Ecosystem 

of Services & Supports
Building capacity for customer-centered health, human services, 

and labor systems alignment

The Aligned Customer-Centered Ecosystem of Services 
& Supports (ACCESS) project is a two-year initiative 
led by American Public Human Services Association 

(APHSA) and the National Association of State 

Workforce Agencies (NASWA). The ACCESS project 
aims to surface and align modernization efforts that 
organizations across the wide health, human services, 
and labor ecosystem are undertaking in service of 

promoting truly customer-centered improvements to 
program design and delivery.

The purpose of the project is to align capacity-building 
efforts across state agencies and cross-sector partners 
focused on developing modern, integrated, and

customer-centered access to benefits and supportive 
services that promote economic mobility. The goal of 

this work is to spark a fundamental shift in how agencies 

consider linking data and systems across the foundational 

benefits that help families achieve economic mobility, 
ultimately creating more user-friendly, customer-centered 
experiences. APHSA and NASWA will draw on each 
other’s robust membership bodies and networks of 

collaborative partners to inform project strategy and help 

meet project outcomes. Through this project, we will 
dedicate our shared capacity to convene relevant parties 

and facilitate deep collaboration to the development of 

sustainable partnership across health, human services, 
and labor systems.
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As a result of the work that will be accomplished over the course of this initiative, we anticipate the following outcomes: 

• The establishment of a committed cross-sector network of support to promote the implementation of alignment 
efforts by states identified as potential early adopters.

• A guiding strategy, framework, and resources to enable action towards systems alignment so that all collaborators 
are prepared to transition from the current to a future state of alignment.

• Equip APHSA, NASWA and their memberships with a strategy and action plan for adopting the technical 
assistance roadmap and implementing systems changes.

Anticipated Outcomes 

Overview of the Initiative

https://aphsa.org/About/call_to_action.aspx
https://aphsa.org/About/call_to_action.aspx
https://www.naswa.org/about
https://www.naswa.org/about
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Project Period January 2023 – December 2024

Planning Period  

Jan. 2023- June 2023

Landscape Scan 

March 2023 - Dec. 2023

Customer Journey Map 

Nov. 2023- Dec. 2024

Technical Assistance Plan 

Jan. 2024 - Dec. 2024 

Refine detailed workplan 
and program activities

Collaborator research and 

analysis and engagement 

plan development

Baseline assesments of 

Health, Human Services, 
and Labor agencies data  

and system integration

Visualization of  

customer experience 
in navigating economic 

a mobility benefits and 
supportive services. 

Visualize end state of 

customer journey map

Develop roadmap  

for aligning system 

modernization strategies

Strategize deployment  

of roadmap

Identify states for potential 

implementation projects

INPUTS ACTIVITIES OUTPUTS

APHSA Project Team 

NASWA Project Team 

Collaborators

Consultants 

Events
Virtual meetings

In-person convenings

Establish workplan
Gather preliminary collaborator feedback

Develop plan for engagement

Establish baseline assessments of  
state data and system integration 

Explore customer journey of  
navigating economic mobility  

benefits and supportive services 

Policy Brief: Early Insights in HHS-Labor  
Data and System Integration

Customer Journey Map: Current State 

2024 Joint Convening on the Future of  
Systems Alignment

Customer Journey Map: Future State
Customer-Centered Data and Systems  
Integration Roadmap 

OUTCOMES

Understanding of the technical and programmatic needs and priorities across health, human services, and labor systems
Identified barriers and opportunities to alignment of IT modernization strategies 
Establishment of structures, narratives, and momentum that support sustained, collaborative design of data and technology 
integration strategies in partnership with customer voices.

Engagement of states in development and execution of an APHSA plan to facilitate direct implementation of cross-agency data 
and technology solutions that improve customer access

Initiative Logic Model

OBJECTIVES: Align capacity building efforts across state health, human services, and labor agencies focused on developing  
modern, integrated, and customer-centered access to benefits and supportive services that promote economic mobility.

IMPACT: Fundamental shift in how health, human services, and labor agencies consider ways to link data and 
systems across the foundational benefits that help families achieve economic mobility, ultimately creating more 

user-friendly, customer-centered experiences.

Project Overview: Aligned Customer-Centered Ecosystem of Services & Supports (ACCESS)

For more information about this project, contact: 

Jess Maneely, Assistant Director, Process Innovation, APHSA jmaneely@aphsa.org 

Amy Hiltunen, Director, Workforce IT Support Center, NASWA ahiltunen@naswa.org

About APHSA 

The American Public Human Services Association (APHSA) supports 
leaders from state, county, and city human services agencies to 
advance the well-being of individuals, families, and communities 
nationwide. APHSA members administer, oversee, and align 
programs that build resilience and bolster family wellbeing through 

access to food, health care, housing, employment, childcare, and 
many other key building blocks necessary for thriving communities.

About NASWA  

The National Association of State Workforce Agencies (NASWA) 
is the national organization representing all 50 state workforce 
agencies, D.C. and U.S. territories. These agencies deliver training, 
employment, career, business, and wage and hour services, 
in addition to administering unemployment insurance, veteran 
reemployment, and labor market information programs. NASWA 
provides policy expertise, shares promising state practices, and 
promotes state innovation and leadership in workforce development.

mailto:ahiltunen%40naswa.org?subject=

