2009 Transforming Local Government Speaker Submission
Title of Presentation:  Innovation Transforms Human Services
Jurisdiction:

Project Leader:  Kamal Bherwani – CIO for Health and Human Services/ Lauren Aaronson-ACCESS NYC Project Director
Presentation Team Members (if known):  Lauren Aaronson and Joe Fleischman
Street Address:  4 Metrotech, 19th floor 
City/State/Zip:  Brooklyn, NY 11020
Phone: 718-826-5102
Fax:

E-Mail:  laaronson@hhsconnect.nyc.gov
Project Synopsis

Applicants for health and human services benefit programs too often face burdensome application processes and must work with many different benefit offices to receive assistance.  In-person office visits are often required – forcing citizens to take time off from work or arrange for child care to apply for benefits.

In 2002, New York City leaders began looking for ways to improve human services delivery to citizens.  The city began investigating how it could leverage new technology to enhance and streamline the benefit delivery process while making service more efficient and responsive to citizens’ needs.  At the time, citizens were required to visit different government offices to determine what benefits they may be eligible to receive.  In addition, city agencies used siloed information systems which limited their ability to coordinate and deliver benefits.  Many eligible citizens were not enrolled in programs because they were unaware of available programs, didn’t understand the application process, and couldn’t or wouldn’t visit program offices.

The city wanted to offer an online resource for residents in need – a single point of entry that provided access to programs and a convenient process for determining eligibility as well as applying for benefits such as food stamps and child care.  City leaders were challenged to come up with a process that would merge the city’s many disparate benefit systems into one unified system.  The new system had to be accessible so people who needed benefits didn’t have to take off work to trek from office to office applying for benefits.  In addition, the city needed a solution that would be accessible to both English and non-English speakers.

After researching similar efforts in other cities, officials recognized that replacing the legacy infrastructure would be time-consuming, expensive, and challenging.  Instead, they wanted a solution that could pull the disparate systems together into one portal while positioning the city to move to a unified platform in the future.  In 2005, the city chose Cúram Software to help meet its needs and Accenture to develop and deploy ACCESS NYC – a free online screening tool that allows New Yorkers to easily determine their eligibility for 35 city, state, and Federal benefit programs across 15 different agencies.

The system is easy to use.  By entering basic household information, residents can receive a list of the programs for which they are potentially eligible, print partially-complete application forms, and find office locations.  In addition, ACCESS NYC serves the city’s diverse population by offering services in seven languages – English, Spanish, Chinese, Russian, Korean, Arabic, and Haitian Creole.

ACCESS NYC simplifies and consolidates complex application processes and makes citizens aware of programs they may not have known existed – giving families the power to rise out of poverty for good.

Innovation /Creativity:  ACCESS NYC is an innovative solution to a common problem. Across the country, local governments are seeing an increase in citizens applying for benefits.  While ACCESS NYC streamlines access to city social services programs for citizens, it also helps caseworkers.  The program provides caseworkers with easy-to-read application forms, eliminating time spent interpreting handwritten applications.  The computer-generated forms do not require data entry – saving valuable time and money and allowing caseworkers to process applications quickly.

The successful implementation of ACCESS NYC required significant cross-agency collaboration.  Agencies involved in the project include the Office of the Deputy Mayor for Health and Human Services, the Department of Information Technology and Telecommunications, 10 city agencies, four state agencies, and one Federal agency, as well as community-based organizations, non-profit agencies, and advocacy groups. 
The City of New York partnered with Cúram Software and Accenture on the ACCESS NYC project.  ACCESS NYC is based on the Cúram Software Business Application Suite and Accenture helped to design, develop, and deploy the system.  The city’s creative partnership approach allowed it to deploy the system quickly.  The ACCESS NYC project initiated in mid-2005 and the first phase deployed one year later.  The project went live to the public in the fall of 2006.

Citizen Outcomes:  ACCESS NYC allows citizens to pre-screen for human services programs anytime, anywhere.  ACCESS NYC also includes simplified steps on how to apply for benefits, office location details, information regarding required documentation, and printable application forms.  The result is that more citizens know what benefits they can receive and how to apply for them.  The system saves citizens time and reduces duplicate efforts.
Applicable Results and Real World Advice:

Lauren Aaronson and Joe Fleischman will discuss how ACCESS NYC has lead to improved outcomes for citizens.  They will discuss the program’s successes and challenges as well as provide best practices for other local governments looking to improve service delivery to citizens.

The success of ACCESS NYC is demonstrated by the number of citizens who have used and benefited from the system.  Between September 2006 and November 2007, there were:
· 144,326 visits to ACCESS NYC’s home page

· 7,112 pre-populated applications created

· 19,141 blank applications downloaded

· 2,238 accounts saved

The ACCESS NYC project also won the following awards:

· 2007 Best Citizens Budget Commission Prize for Public Service Innovation

· The Citizens Budget Commission Prize for Public Service Innovation

· 2007 Best of New York Award for Project Demonstrating Best IT Collaboration Among Organizations

· International Data Group 2007 “InfoWorld 100” Award

