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ConneCT Objectives

m [mprove Client Access
— Anywhere/anytime access via web services.

m Achieve Better Quality Outcomes

— Makes processes more faster and more efficient by reducing “back and forth”
and generation of paper.

®m Enhance Customer Service
— Empowers workers with tools to help clients.
— Increases the number of workers who can help a client.

m Reduce Costs

— Reduces the need for paper (and associated storage costs).
— More efficient retrieval of documents.

® Provide a Technological Framework for the Future
— Integrated technologies support the business and allow for expansion.



ConneCT Release Overview

MyAccount
(Client Accounts)

Am | Eligible?
(Pre-Screening)

Interactive Voice
Response (IVR)

Document
Management and
Workflow

Benefit Center

Online Application

Change Reporting
and Online
Redeterminations

Provides secure, anytime access to generic
and case-specific information to clients via the
Internet.

Functional Overview Status / Target Date

Currently Live (http://connect.ct.gov)
~3,000 Accounts Created as of 3/31/13

Allows clients to independently check for
potential eligibility online without having to visit
or call DSS.

Currently Live (http://connect.ct.gov)

Provides secure, anytime access to generic
and case-specific information to clients by
phone.

Currently Live (1-855-578-4515)

Greatly reduces the need for paper-based
processing and provides centralized access to
documents and visibility into document status.

Currently Live - Rollout Underway

Provides a centralized, consistent enterprise
system for receiving and servicing incoming
calls.

June 2013 (Rollout Begins)

Allows clients to apply online and provides a
dynamic verification checklist to clearly explain
what verification is required.

August 2013

Allows clients to report changes and conduct
redeterminations online.

August 2013



ConneCT Release Overview

Functional Overview Status / Target Date

MyAccount Provides secure, anytime access to generic Currently Live (http://connect.ct.gov)
(Client Accounts) and case-specific information to clients via the ~3.000 Accounts Created as of 3/31/13
Internet.
Am | Eligible?  Allows clients to independently check for Currently Live (http://connect.ct.gov)
(Pre-Screening) potential eligibility online without having to visit
or call DSS.




Client Accounts and Pre-Screening Demo




ConneCT Release Overview

Functional Overview Status / Target Date

Interactive Voice Provides secure, anytime access to generic Currently Live (1-855-578-4515)
Response (IVR) and case-specific information to clients by
phone.
Benefit Center Provides a centralized, consistent enterprise June 2013 (Rollout Begins)
system for receiving and servicing incoming
calls.




Telephony Setup — Current State
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Telephony Setup — Future State
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Key Benefits:

®m More consistent experience via
telephone.

m Co-located workforce and
decreased reliance on a single
case-worker.
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IVR Demo

1010 MAINMENU

Calls may be recorded for quality assurance purposes. The Department of Social Services also offers this information online at
connect.ct.gov. Persons with speech or hearing difficulties can contact DSS at TTD / TTY 1 800-842-4524.

To check a ConneCT EBT card balance or to replace a lost, stolen or damaged EBT card, press 1.
To check the status of an application or to check benefit information, press 2.

To request forms such as applications, redeterminations or SNAP periodic review forms, press 3.
To get office information or basic information about benefit programs, press 4.

To reach Child Support, Protective Services for the Elderly, Social Work, Fair Hearings, Fraud reporting, and other community
services, press 5.

To get help with ConneCT online services including user id and password help, please hang up and call 877-874-1612. That
number again is 877-874-1612.

To repeat this information, press the ‘pound’ key.
To return to the previous menu, press the ‘star’ key.




ConneCT Release Overview

Functional Overview Status / Target Date

Document Greatly reduces the need for paper-based Currently Live - Rollout Underway
Management and processing and provides centralized access to
Workflow documents and visibility into document status.
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Document Management and Workflow — Business Overview

D Benefit Center - Bridgeport
m‘I:. ; TR L
el T ﬁlmiﬁ o4

]

Central Mail Central Fax

\ / Service Group

EEEEEEEEEER
o), Office Mail & _ Bersesnnnns ‘% g
Frﬁl Drop-Ofis * EEEEERERERS

: 1] . Benefit .~ Processing
DSS Offices Central Scanning Group” Group
//
7
Document Capture D Benefit Center - New Britain
& Indexing "
v 7
’777 Content Repository Service Group
: e
v S S
Create Workflow ]
Task Benefit Processing
For Processing Group Group

Benefit Center - Waterbury

, L)
\\ ﬂﬂ
(N |

éetvice Group
A

N
N
S
N

-11 -

Benefit
Group

Processing
Group




DSS Worker View
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ConneCT Worker Portal — A Closer L
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Streamlined “FastLink” Cover Sheets

L State of Connecticut |
Department of Social Services Client ID:
FastLI'nk 012345678
Form 1348 Cover Sheet)
This address must DSS ConmeCT SCANNING CENTER
display in window I::) PO BOX 1320
of return envelops.
MANCHESTER CT 08045-0088

IMPORTANT: YOU MUST FILL OUT AND SEND THIS COVER SHEET WITH ALL DOCUMENTS
RETURNED TO DSS. FAILURE TO SEND COVER SHEET MAY RESULT IN SERVICE DELAY.
Instructions:

1. Please see your "Verification We Need" form and "Guide to Verification of Information for
D55 Programs™ brochure to know what documents to send with this cover sheet. You can
check the status of your documents online after two business days here:
https:fconnect ct.gov

2. Fill out the information below:

First Name:

Last Name:

Date: f i

Number of Pages | am returning (including this cover sheet) -

3. Fold this cover sheet so that the refurn address (above) shows through the return envelope
window.

CR:

Fax only this cover sheet and your verification documents to: [ ConneCT document fax number ]

Mote: Please send or fax photocopies of your documents. DO NOT send or fax original

documents.
I“ (LI I
I | I’
| J |
Budebaies e i

"HEuk] o PR T

Guestions? Visit hitps:/lconnect.ct.gov! or call 855-8-CONNECT for help.

] PAGE 1 OF 1 5297 [ |
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Enabling Real-Time Status Updates

Case Information

Cient Name: [INEGEGE Chient 10: IEEEE—_—

Client Address: Office Address:
New Britain
30 Christian Lane
New Britain, CT 06051

Home Phone: [N General Information: 1-866-723-25916§)

Cell Phone:

Benefits Summary
Food Benefits Head of Household Detais

SNAP | \
Medical Benefits Head of Househoid Details
Family Medicaid | \

Recently Received Documents

Below are the documents we have recantly received from you. Please note: Documents that have been reviewed may not impact your case status right away

Document Type Document Category Document Status
U-8SC Child Support Recsived
Received
U-SSC Child Support Reviewead
Raviewed
W-1E Authorization, R&R, etc Received

=Y
-



ConneCT Release Overview

Functional Overview Status / Target Date

Benefit Center Provides a centralized, consistent enterprise June 2013 (Rollout Begins)
system for receiving and servicing incoming
calls.
Online Application Allows clients to apply online and provides a August 2013

dynamic verification checklist to clearly explain
what verification is required.

Change Reporting Allows clients to report changes and conduct August 2013
and Online redeterminations online.
Redeterminations
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Bridgeport Production Test Feedback

m \We worked with 24 clients in Bridgeport to setup client accounts.

m After using ConneCT, we asked each client to independently complete
a brief survey about their experience:

— All individuals thought using ConneCT was ‘Very Easy’ (91%) or ‘Easy’ (8%).
No clients indicated that ConneCT was ‘Difficult’ or ‘Very Difficult’ to use.

— All individuals thought ConneCT provided the information that they needed
about their benefits.

— All individuals indicated that they would use ConneCT again.

— All but one respondent said they would use ConneCT instead of coming in
person or calling DSS.
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