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Welcome!
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The Cumberland
County Department
of Social Services
stands united to
strengthen
individuals and
families and to
protect children and
vulnerable adults.
We collaborate with

our communi
partners to provide
programs and
services which
engage our
customers in
improving their
quality of life.

Our Mission
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For Ourselves

We envision our
Department... as a
catalyst for1

improving quali
orf,' life tl;gr((l)ughty
teamwork,
partnershlp,
forward thinking,
and cutting edge
service delivery.

For

Our Customers

We envision our
customers...as
partners, motivated
and empowered to
improve their
quality of life.

ANA

Our Vision
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Core Standards

Our core standards help to align our focus on our mission,
vision, values, and validating behaviors along the three

business domains. This is called a three legged stool approach.

e Quality Customer Experience: Any interaction with a
DSS employee meeting or exceedingthe c u st o mer
needs.

e Quality Employee Experience: Any interaction between
DSS employees that meets or exceeds the needs of
the initiating employee.

e Quality Business Operations: User-friendly policies,
procedures, processes & systems aligned with &
supporting each employee in providing quality,
customer and quality employee experiences.
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* Service
Our

Teamwork
Core Values

Diversity

Accountability

* Innovation
Our Core Values are the

foundational beliefs we

G0 LS B hold most important
and l‘)ﬂllllch de errlllnne
e our behavior with our
Integrity customers, our

s community partners,
* Flexibility and one another.

www.ccdssne.com
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http://www.ccdssnc.com/

b S
Particular Focus on Core Values =

e Service: We fulfill our commitments to benefit and
uplift our stakeholders.

CUSTOMER
SERVICE

e Innovation: We create non-traditional ways of
thinking to increaseouror gani zat i on

S

o Optimism: We view challenges as opportunities to
create solutions, act proactively & focus on success.

o Flexibility: We effectively adapt to changes in
the workplace.
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Cumberland County Department of Social Services
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Federal & State Mandates

- Federal Affordable Care Act including
Modified Adjustable Gross Income (MAGI)

« Federal Sequestration

« State Implementation of NC Families
Accessing Services through Technology
(NC FAST)
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Roll out begins October 1, 2013:

Medicaid Expansion
U North Carolina opted not to participate in the expansion program
U Approximately 500,000 NC citizens may not qualify for healthcare benefits

Federal Qualified Health Programs i www.healthcare.gov

U Medicaid i DSS

U Health Choice i DSS

U Advance Payment Tax Credit i Federally Facilitated Marketplace

U Cost Sharing Reduction (Subsidy) i Federally Facilitated Marketplace

ANo Wrong Door Concepto

U Citizens can apply for services anywhere through the Federal Marketplace

U Cannot force the citizen to come into the office

U Telephonic & electronic access will be linked to North Carolina through ePASS
Navigator Program

U $1.5 million federal funds for community outreach and service coordination

Will be up to local communities to build the coalition

U Information Session for community partners scheduled on August 5th & 9th at DSS

If the State is not ready for Affordable Healthcare, citizens will be automatically
enrolled in Medicaid for 1 year 1 69,000 potentially eligible citizens statewide
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Federal Mandates — MAGI & Sequestration

Modified Adjustable Gross Income (MAGI)

ﬁ Effective January 2014 component of Affordable Care Act

Will change all Medicaid programs after NC FAST and Affordable Healthcare Act
implementation

Will use income tax methodology to determine eligibility for Medicaid in the children
and families programs

SEQUESTRATION

® Without changes at the Presidential & Congressional levels, impact will be felt at
state and county levels for the next 10 years
® Approx. 250 grants in DHHS may be affected; 8 of the 250 grants are for older
adults (Title 3-B) the reduction of about 12%:
U congregate meals 8%
U Home & Community Care Block Grant assuming a 5% reduction would be $2
million affecting over 2600 seniors statewide
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North Carolina Families Accessing Services through Technology

(NC FAST)

NC FAST is the new way counties will determine
eligibility services. State’s implementation schedule:

e Project 1 — Food and Nutritional Services (food stamps)

© Began in July 2012 with applications. Final implementation in
November 2012

e Project 2/6 — Medicaid, Work 15t Cash and Refugee Assistance
+  Begins August 5, 2013 with applications
©  October/November 2013 for current active cases

e Project 7 — Affordable Care Act
©  Begin accepting applications October 1, 2013
+  Services effective January 1, 2013

e Project 3 — Child Care & Energy Assistance
. Expected to launch early 2014
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North Carolina ePASS

Electronic Pre-Assessment Screening Services (ePASS) is
the public portal for citizens to apply for services on-line

using NC FAST.

State’s ePASS implementation schedule:

+  April 2013 launched Food & Nutrition Services (food stamps)
+ June 2013 expanded to include Medicaid applications

©  October 1, 2013 expansion to Affordable Care Act applications
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Strategic Plan

Work Support Strategies — Economic Services

New
Simplified
Service
Delivery

(NC FAST)

Streamline
Policies and
Procedures

Staff
Development
& Readiness
Activities

- ~q

Professional and
well-trained
employees who
offer efficient
customer service

Ensure safe and
healthy
community by

providing needed

services to our
citizens in a
timely manner

Continued
engagement
to strengthen
relationships
with
customers &
community
partners

Defining &
measuring
our

department’s

effectiveness

Optimizing

delivery
through
innovation,
automation
& technology

d”
_-

~
R o e e T T

Sustaining a
committed
workforce in
an ever
changing
world
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Work Support Strategies
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Work Support Strategies (WSS)

_____________ --

ViE What is Work Support Strategies?

A new service delivery model for eligibility programs

that maximizes customer self-sufficiency, and reduces
administrative churn

A method to incorporate changes related to the federal
Affordable Care Act and state NC FAST implementation

It aligns with county and agency strategic goals

e For more information:
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http://www.ncwss.com/

New WSS Service Delivery Model

Families tell their story once & @

receive the services they need “
D

1245, Customer Service
- Goal of same day service
- Support working families

I3

®) Universal Worker

& - One worker can determine eligibility =
\ for all programs

THANKYOU
FOR THE CALLI
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New WSS Service Delivery Model

No wrong door to access benefits

e Customers have a choice in when, where, and how
they apply for benefits

Walk-in

Telephonic

Drop-off

Electronic submission

Mail

Fax

[

 Avenues to access services

+ Community Eartners ex. libraries, community centers,
churches, other human services agencies

= = = = (3
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Economic Services Section:
WSS Implementation Plan
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Agency WSS Commiittee

A Work Support Strategies Committee was established to create
a transition plan to implement the new service delivery model &
prepare for Affordable Care Act and MAGI programs.

Committee members included:

e Leaders

1 Brenda Jackson, Director
+  Heather Skeens, Deputy Director
1 Vivian Tookes, Economic Services Section Chief

e Chair and Co-Chair

1 Melinda Seemann, Agency WSS Champion
¢+ Kimberly Cribb, Budget and Performance Manager

e Members

1 Vanessa McClain-Gray; Susan Mason; Chris Nyce; Rhonda Lawson; Rhonda Fairley; Julie
Buch; Willie Johnson; Lynn Pippin; Felicia Mitchell-McNeill; Sarah Pruett; Angela Wall
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Current Economic Services

Economic
Services

~~o
~
~
~

Clerical
Support

FNS

Family &
Chil d rien’
Medicaid

Adult
Medicaid

WEFFA/WFES |
and Child |

care

———————————

Call Center;
Interpreters;
Staff
Development
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Restructured Economic Services Section

Economic p
_________________ ' ¥ Services
I'—‘Apphcam - r—m -

Effective: August 1, 2013
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Applications

 Resource Center
. 21 flpor, 24 computers

1 All customers routed through center (except LTC/SA and child care
applications)

1 Customers apply on-line

1 Child Care waiting list — complete form

1 Work First Information Session — video

1 One team of Universal Workers housed in the Center

e Application Teams
1 2nd floor, 4 teams of universal workers

1 Assigned applications and include processing responsibilities (no
Medicaid LTC/SA)
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Customer Care Services

e Customer Relation teams
1 15t floor
1 4 teams of staff

+ Responsibilities include evaluating and reacting to changes, problem
solving, and customer relations

o Call Center
1 Former Veter an
+  Expanding to 16 call center agents
+  Document call and generate task for customer relation worker

S Services space

e Interpreters
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Redetermination

e Redetermination Teams
1 gr floor

1 7teams = consists of staff with program expertise in all areas

1 Includes LTC/SA staff which will be responsible for all
functions of LTC/SA (applications, recertification and
changes)
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Quality Assurance

e Quality Assurance Team
1 1 team consisting of 6 Lead Worker staff

+ Duties include quality assurance review of records for all
programs

1+ Back-up trainers
1 Mentors and over-the-shoulder support

e Training Team

1 1team consisting of 7 staff (current two Trainers plus 5 Lead
Workers)

1 Duties include training of staff for all programs
+ Mentors and over-the-shoulder support
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Questions and Answers
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Next steps....

e Continue local implementation of new service delivery
model through Work Support Strategies (NC FAST future
projects and Affordable Care Act eligibility determination
for Medicaid/Health Choice/MAGI)

e Continue to inform & engage Community Partners
e Conduct Town Hall type meeting for citizens in fall 2013

e Evaluation of staffing needs based on performance data
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What can my agency or organization
do to help?

e Provide opportunities for community outreach and
education

e Provide access to automated services through the use
of technology in your agency or organization

UELP

e Provide training opportunities for your |WaANTED
staff and the citizens you serve

8/5/2013 & 8/9/2013




Cumberland County Department of Social Services
Community Partners Information Session

THANK YOU
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