
SNAP Workload Management Matrix 
 
The Food and Nutrition Service (FNS) is aware that State agencies are struggling 
to cope with mounting caseloads as the Supplemental Nutrition Assistance 
Program (SNAP) is responding to growing needs for food assistance. The 
Workload Management Matrix has been developed as a tool for States that 
identifies workload management strategies during a time of increasing 
participation and reduced resources. The strategies in this tool vary in cost and 
complexity, giving States the option to choose the policy or procedure that 
addresses their unique circumstances. The Workload Management Matrix 
contains four areas of focus:                                                  

 
• Policies and procedures for managing workloads;  
• Advantages and considerations for each policy or procedure; 
• States that are currently using the identified policy or procedure;  
• The cost of implementing the strategy, identified by a $ symbol for higher 

cost and ¢ symbol for lower cost. 
 
An important aspect of the matrix is the inclusion of States who have already 
used a particular strategy to improve administration of SNAP; if a State is 
interested in a particular strategy, they can contact their Regional representative 
or go directly to the State that has already implemented a strategy of interest for 
more information. 
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N
ote:  These policies and procedures are options or available w

aivers under the current law
 and m

ay be advantageous in m
anaging your States’ 

w
orkload.     

 

SN
A

P W
orkload M

anagem
ent M

atrix
 

1 
Policies 

 
(¢= L

ow
 C

ost  $ = H
igh C

ost) 
 

A
dvantages 

C
onsiderations 

L
ocalities/States 

(A
s of 12/29/08; refer to FN

S W
aiver D

atabase 
for additions after this date) 

A
 

B
reak in Service W

aiver 
(i.e. if client’s case w

as 
closed and they return to 
agency w

ithin certification 
period they can have case 
reopened w

ithout new
 

application) 
 ¢

 

• 
G

ood custom
er service  

• 
Less w

ork for case w
orkers 

• 
M

ust receive w
aiver from

 FN
S 

• 
R

elatively easy to develop and 
im

plem
ent 

D
E, PA

, N
E, O

R
(for returned m

ail only), 
W

A
 (for returned m

ail only),W
I 

B
 

A
lign SN

A
P reporting 

requirem
ents by allow

ing 
households to report 
changes by the 10

th day of 
the m

onth follow
ing the 

m
onth in w

hich the change 
occurred.  
¢  

• 
G

ood custom
er service by 

allow
ing m

ore tim
e to 

report changes and 
reducing confusion about 
different requirem

ents for 
affected households. 

• 
M

ay allow
s m

ore  tim
e for 

w
orkers to act on changes 

• 
A

dm
inistrative 

sim
plification by applying 

uniform
 reporting 

tim
efram

es. 
• 

M
ay result in few

er errors 
• 

A
chieve efficiencies 

• 
R

equires w
aiver from

 FN
S for 

non-SR
 households 

• 
A

ble to m
anage w

orkload over 
longer period of tim

e 

A
L, A

Z, D
C

, D
E, G

U
, ID

, K
Y

, M
N

, 
M

O
, N

H
, PA

, SC
, V

T, W
A

, 
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N
ote:  These policies and procedures are options or available w

aivers under the current law
 and m

ay be advantageous in m
anaging your States’ 

w
orkload.     

  1 
Policies 

 
(¢= L

ow
 C

ost  $ = H
igh C

ost) 
 

A
dvantages 

C
onsiderations 

L
ocalities/States 

(A
s of 12/29/08; refer to FN

S W
aiver D

atabase 
for additions after this date) 

C
 

D
eny an application before 

the 30
th day, if the H

H
 does 

not respond to request for 
verification w

ithin 10 days  
 ¢ 

• 
R

educes the num
ber of 

pending cases on a 
w

orker’s desk 
 

• 
Early denial m

ay deter applicants 
from

 com
pleting the application 

process    
• 

R
equires w

aiver from
 FN

S.  
W

aivers m
ay be approved by 

FN
S R

egional O
ffices w

ithout 
further N

ational O
ffice 

processing. 
  

A
K

, C
A

, C
O

, D
E, FL, G

A
, ID

, IL, K
S, 

LA
, M

A
, M

E, M
I, N

H
, N

Y
, TN

, V
T, 

W
A

, W
Y

  

D
 

Self-Em
ploym

ent 
D

eduction Standard 
¢

 
 

• 
Sim

plification—
easier for 

w
orkers to budget/few

er 
com

putational errors 
• 

Less hassle for clients 
(don’t have to provide as 
m

uch verification) 
• 

W
orkers don’t have to 

item
ize 

 

• 
A

llow
ed by regulations; m

ust be 
cost neutral 

• 
R

equires approval from
 FN

S for 
standard 

• 
C

an use standard used for TA
N

F 
program

 
• 

C
lients w

ith higher expenses m
ay 

receive few
er benefits 

  

C
A

, D
E, G

A
, IN

, K
S, M

D
, M

I, O
R

, SD
, 

U
T, W

Y
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N
ote:  These policies and procedures are options or available w

aivers under the current law
 and m

ay be advantageous in m
anaging your States’ 

w
orkload.     

  1 
Policies 

 
(¢= L

ow
 C

ost  $ = H
igh C

ost) 
 

A
dvantages 

C
onsiderations 

L
ocalities/States 

(A
s of 12/29/08; refer to FN

S W
aiver D

atabase 
for additions after this date) 

E
 

SSI C
A

P 
¢

 
• 

Sim
plification 

• 
Increases num

ber of 
eligible persons 

• 
W

orkers don’t have to 
verify utility expenses 

• 
N

o individual utility 
expense determ

ination-
sim

plifies budgeting 

• 
R

equires w
aiver from

 FN
S 

A
Z, FL, K

Y
, LA

, M
A

, M
I, M

S, N
C

, N
J, 

N
Y

, PA
, R

I, SC
, SD

, TX
, V

A
, W

A
, W

I 

F 
Sim

plify/Stream
line 

A
pplication &

 C
lient 

C
om

m
unication 

¢
 

• 
Easier for clients to apply 

• 
Easier for w

orkers to 
conduct interview

s based 
on inform

ation on 
application 

• 
Less confusion for both 
w

orkers and clients 

• 
W

orkers need to cover areas 
m

ore thoroughly that are no 
longer covered in application 

• 
Takes tim

e to develop and train 

A
K

, A
L, A

Z, C
A

, C
T, D

C
, G

A
, H

I, IA
, 

IL, K
Y

, LA
, M

D
, M

I, M
O

, N
C

, N
D

, 
N

M
, O

H
, O

K
, O

R
, R

I, SD
, W

A
, W

I, 
W

V
  

  

G
 

Sim
plify/Stream

line 
V

erifications R
equired of 

C
lients 

¢
 

• 
R

educes am
ount of 

verification States require 
• 

C
an m

inim
ize under current 

regulations 
• 

A
ssists in im

proving 
tim

eliness and m
aking the 

application process m
ore 

efficient 

• 
M

ay im
pact paym

ent accuracy 
rate  

• 
M

andatory item
s still apply 

• 
C

onsider regulation options to re-
evaluate States’ policy on 
verification 

FL, M
O

, O
R
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N
ote:  These policies and procedures are options or available w

aivers under the current law
 and m

ay be advantageous in m
anaging your States’ 

w
orkload.     

  2 
Procedures: Phones 

 
(¢= L

ow
 C

ost  $ = H
igh C

ost) 
 

A
dvantages 

C
onsiderations 

L
ocalities/States 

(A
s of 12/29/08; refer to M

odernization M
atrix 

for additions after this date) 

A
 

A
utom

ated V
oice 

R
esponse System

 
$

 

• 
Provides 24/7 access to 
inform

ation about program
 

• 
C

an be set up to accept 
changes 

• 
W

orkers aren’t interrupted 
to answ

er basic questions 
(i.e. W

hen w
ill m

y benefits 
be issued? W

hat are office 
hours?) 

• 
C

an auto call and rem
ind 

clients of interview
s (A

Z) 

• 
Program

m
ing needed to enter 

inform
ation directly into system

 
• 

N
eeds to w

ork seam
lessly w

ith 
autom

ated system
 for best results 

 

A
Z, , C

A
 counties (A

lam
eda, San M

ateo, 
Stanislaus, and piloting in three cities 
serving the San G

abriel V
alley D

istrict 
O

ffice in Los A
ngeles C

o.), C
T, D

C
, FL, 

G
A

,  ID
 (pilot only), IL, M

O
, N

V
, PA

 
U

T, V
T, W

V
  

  

B
 

C
all C

enters: C
enters can 

range from
 intake to 

change reporting to general 
inform

ation such as office 
hours. For m

ore extensive 
inform

ation please refer to 
the K

eys to M
odernization 

and the K
eys to Paym

ent 
A

ccuracy  
¢-$

 

• 
C

asew
orkers can focus on 

processing applications and 
prim

ary case w
ork 

• 
C

lients can access person/ 
im

m
ediate assistance 

• 
C

om
prehensive call centers 

w
ith electronic case filing 

m
ay distribute w

ork across 
the State.  

• 
C

ontributes to w
orkload 

m
anagem

ent  
 

• 
C

all centers m
ust be set up to 

function effectively:  
      -- C

ustom
ers m

ust know
 to call    

      the center and not the w
orker.  

      -- C
all center w

orkers m
ust be  

      w
ell-trained 

-- C
alls m

ust be answ
ered tim

ely 
• 

C
all centers can focus on general 

inform
ation or be as specific as 

needed 
• 

Ensure that center has sufficient 
capacity to handle w

ork load. 
• 

U
se call center softw

are to 
m

easure call volum
e and 

distribute w
ork effectively and 

efficiently 

A
Z, C

A
 (Los A

ngeles C
ounty), C

O
 

(som
e counties), D

C
, D

E, FL, G
A

, ID
 

(pilot only), IN
, LA

, B
rockton, M

A
, M

D
 

(B
altim

ore C
ity, B

altim
ore C

ounty), M
I 

(W
ayne C

ounty), N
V

, N
Y

 (O
nondaga 

C
ounty), O

H
 (M

ontgom
ery C

ounty, 
Franklin C

ounty), O
K

, PA
, SC

, TN
, TX

, 
U

T, V
A

 (N
ew

port N
ew

s, N
orfolk, 

Portsm
outh, Prince W

illiam
 C

ounty), 
W

A
, W

I (D
ane C

ounty, Lacrosse 
C

ounty, M
ilw

aukee C
ounty), W

V
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N
ote:  These policies and procedures are options or available w

aivers under the current law
 and m

ay be advantageous in m
anaging your States’ 

w
orkload.     

 2 
Procedures: Phones 

 
(¢= L

ow
 C

ost  $ = H
igh C

ost) 
 

A
dvantages 

C
onsiderations 

L
ocalities/States 

(A
s of 12/29/08; refer to M

odernization M
atrix 

for additions after this date) 

C
 

Telephone Interview
s  

¢ 
• 

R
educes no-show

 rate 
• 

M
ore convenient for 

clients, particularly those 
w

ho w
ork 

• 
Few

er custom
ers in lobby 

• 
A

llow
s for expansion of 

service hours 
• 

A
llow

s for telew
orking 

• 
Potential to im

prove service 
tim

eliness 
 

• 
W

orkers require special training 
• 

C
an be initiated by client or 

w
orker 

• 
N

o longer restricted to num
ber 

that can use telephone interview
s 

(old 50%
 cap) 

• 
Ensure staff have proper 
equipm

ent, headsets, etc 

A
Z, C

A
, C

O
, D

C
, D

E, FL, IA
, IL, IN

, 
K

S, M
A

, M
D

, M
O

, N
C

, N
D

, N
J, N

M
, 

N
Y

, O
K

, O
R

, PA
, SC

, SD
, U

T, W
A
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N
ote:  These policies and procedures are options or available w

aivers under the current law
 and m

ay be advantageous in m
anaging your States’ 

w
orkload.     

  3 
Procedures: 
T

echnology 
 

(¢= L
ow

 C
ost  $ = H

igh C
ost) 

 

A
dvantages 

C
onsiderations 

L
ocalities/States 

(A
s of 12/29/08; refer to M

odernization 
M

atrix for additions after this date) 

A
 

O
n-line A

pplication  
$

 
 

• 
R

educes substantial am
ount 

of tim
e w

orkers spend 
doing data entry 

• 
C

ustom
ers can apply at 

hom
e or anyw

here w
ith a 

com
puter and Internet 

access 
• 

C
ustom

ers can apply 24/7 
• 

R
esults in few

er custom
ers 

in lobby 
• 

Facilitates w
ork 

distribution throughout the 
State 

• 
Program

m
ing needed to transfer 

inform
ation directly into system

 
• 

Expedited service tim
efram

es can 
be difficult to achieve 

• 
A

chieves best results if it w
orks  

seam
lessly w

ith autom
ated 

system
  

• 
For best results need E-signature 

• 
Loses efficiency if w

orkers m
ust 

print out application and re-enter 
inform

ation 
• 

A
vailability of application m

ay 
increase the num

ber of 
households that apply 

C
A

 (M
erced C

ounty, R
iverside C

ounty, 
San B

ernardino C
ounty, San Francisco 

C
ounty, and Stanislaus C

ounty), C
T, D

E, 
FL, G

A
, IA

, ID
 (pilot), IL (pilot), K

S, 
M

A
, M

D
, N

E, N
J, N

Y
, PA

, R
I, SC

, TN
, 

U
T, V

A
, V

T, W
A

, W
I, W

V
 

B
 

R
eal Tim

e D
ata A

ccess 
Services (e.g. E-Find, 
Spider) 
¢-$

 
  

• 
A

llow
s w

orkers to verify 
additional inform

ation on a 
client w

hile the interview
 is 

conducted 
• 

A
ccess to additional 

inform
ation at w

orkers’ 
fingertips 

• 
W

orkers don’t have to w
ait 

for overnight or regular 
data/w

age m
atches and then 

process hits 

• 
Private contractor can develop at 
a higher cost or State m

ay  
developed less expensively in-
house  

• 
M

ore readily available data 
should im

prove paym
ent 

accuracy 
• 

M
ay require significant am

ount 
of tim

e and coordination w
ith IT 

D
epartm

ent 

A
Z, FL, IA

, ID
, M

E, M
O

, TX
, U

T, V
A

, 
W

A
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N
ote:  These policies and procedures are options or available w

aivers under the current law
 and m

ay be advantageous in m
anaging your States’ 

w
orkload.     

 3 
Procedures: 
T

echnology 
 

(¢= L
ow

 C
ost  $ = H

igh C
ost) 

 

A
dvantages 

C
onsiderations 

L
ocalities/States 

(A
s of 12/29/08; refer to M

odernization 
M

atrix for additions after this date) 

C
 

O
nline C

ase A
ccess/Status 

for C
lient 

$
 

• 
C

lients can access case 
inform

ation 24/7 
• 

R
educes phone calls and 

inquiries for w
orkers 

• 
C

an also use to send 
official notification and/or 
correspondence 

• 
C

lient m
ay be able to report 

changes 

• 
W

orks w
ell w

ith on-line 
application 

• 
M

ay provide status only, case 
access or designed to allow

 client 
to report case changes  
 

C
A

 (A
lam

eda C
ounty), C

T, FL, N
E, N

Y
, 

PA
, U

T, V
T, W

I 

D
 

Electronic C
asefiling or 

D
ocum

ent M
anagem

ent  
¢-$

 

• 
C

ase inform
ation is easy to 

find 
• 

C
ases and verification 

unlikely to be lost 
• 

Saves on filing, space and 
paper costs 

• 
Im

proves docum
ent 

m
anagem

ent 
• 

C
an be used for caseload 

m
anagem

ent 

• 
A

ccess can be provided (inquiry 
only) to other authorized 
agencies w

ithin the State 
• 

Should have specialized staff to 
scan and index verification 

A
Z, C

A
 (A

lam
eda, C

ontra C
osta, 

Fresno, M
erced, O

range, Placer, 
R

iverside, Sacram
ento, San B

ernardino, 
San D

iego, San Francisco, San Luis 
O

bispo, San M
ateo, Santa B

arbara, Santa 
C

lara, Santa C
ruz, Solano, Sonom

a, 
Stanislaus, Tulare, V

entura, and Y
olo), 

C
O

, C
T, FL, ID

, IN
, M

S, N
H

, N
Y

, O
K

, 
PA

, R
I, SC

, SD
, U

T, V
T, W

A
, W

I  
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N
ote:  These policies and procedures are options or available w

aivers under the current law
 and m

ay be advantageous in m
anaging your States’ 

w
orkload.     

  3 
Procedures: 
T

echnology 
 

(¢= L
ow

 C
ost  $ = H

igh C
ost) 

 

A
dvantages 

C
onsiderations 

L
ocalities/States 

(A
s of 12/29/08; refer to M

odernization 
M

atrix for additions after this date) 

E
 

K
iosks: M

ay range from
 a 

sim
ple PC

 to advanced 
system

 w
ith internet access 

¢-$  
 

• 
C

ustom
ers don’t have to 

w
ait in line at reception 

• 
C

ustom
ers can self check-

in 
• 

In som
e locations, custom

er 
can report change or send 
m

essage to w
orker 

• 
C

an be for applying and/or 
office reception functions 

• 
C

lients m
ay have access to 

com
puter to apply on-line  

• 
C

an use in-house IT staff for less 
expensive product developm

ent 
• 

C
ustom

er training is necessary 
• 

C
an add pre-screener to kiosk 

FL, ID
 (pilot), N

E, O
H

 (Toledo), PA
, 

U
T, W

A
, W

I (M
adison and M

ilw
aukee),  
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N
ote:  These policies and procedures are options or available w

aivers under the current law
 and m

ay be advantageous in m
anaging your States’ 

w
orkload.     

  4 
Procedures: 
W

orkflow
 

(¢= L
ow

 C
ost  $ = H

igh 
C

ost) 
 

A
dvantages 

C
onsiderations 

L
ocalities/States 

(A
s of 12/29/08; refer to M

odernization M
atrix 

for additions after this date) 

A
 

Targeted Interview
ing &

 
C

ase Processing  
¢

 

• 
A

llow
s for targeting for 

staff to spend m
ore tim

e on 
m

ost error-prone cases 
instead of treating all cases 
equally 

• 
R

ecognizes that few
 

households com
m

it fraud 
• 

C
an result in better 

custom
er service.   

• 
N

eeds to be data-based 
• 

W
orkers m

ay resist approach, 
w

anting to apply sam
e 

procedures to all households 
• 

N
eeds to be sensitive both to 

error proneness and need for 
applicant assistance 

FL, IN
, K

S   

B
 

Targeted C
ase R

eview
s 

¢
 

• 
Target efforts (including 
additional w

ork, second 
party review

s, additional 
m

atches, referral to call 
back or other unit) on high 
issuance/error prone cases 

• 
H

igh issuance cases are 
responsible for around 50%

 
of errors  

• 
A

llow
s for dealing w

ith 
higher w

orkloads by 
concentrating resources on 
m

ore risky cases 

• 
C

ases w
ith higher issuance and 

higher gross incom
e yield the 

m
ost errors 

• 
In recent analysis, 41%

 of error 
dollars w

ere concentrated in 18%
 

of cases w
ith highest allotm

ents 
&

 gross incom
e 

• 
O

ffices/States should use data to 
determ

ine types of cases to target 

A
Z, C

O
, C

T, D
C

, D
E, FL, G

A
, H

I, IL, 
IN

, M
E, M

I, M
N

, N
E, N

H
, N

M
, O

H
, 

PA
, W

I 
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N
ote:  These policies and procedures are options or available w

aivers under the current law
 and m

ay be advantageous in m
anaging your States’ 

w
orkload.     

  4 
Procedures: 
W

orkflow
 

(¢= L
ow

 C
ost  $ = H

igh 
C

ost) 
 

A
dvantages 

C
onsiderations 

L
ocalities/States 

(A
s of 12/29/08; refer to M

odernization M
atrix 

for additions after this date) 

C
 

Sam
e D

ay Expedited 
Service Interview

s (after 
expedited determ

ination is 
m

ade)  
¢

 

• 
R

educes no-show
s for 

subsequent interview
s 

• 
Im

proves service  
• 

G
ets benefits to needy 

custom
ers faster 

 

• 
N

eed to be able to schedule 
sam

e-day interview
s 

• 
C

an order EB
T card at screening 

to ensure expedited tim
efram

es 
are m

et 

A
Z, D

C
, FL, H

I, IA
, IL, K

S, M
D

, M
O

, 
M

T, N
D

, N
V

, O
K

, U
T, V

A
, W

V
, W

Y
 

D
 

C
hange C

enters  
¢-$

 
• 

Increases likelihood that 
changes w

ill be acted on 
• 

Efficiencies realized due to 
w

orker specialization  
• 

C
asew

orkers can focus on 
processing applications and 
prim

ary case w
ork 

• 
C

lients m
ay be assisted 

m
ore quickly  

• 
Eligibility w

orkers do not 
have to spend m

ajority of 
their tim

e processing 
changes or answ

ering basic 
questions 

• 
M

ost effective w
hen eligibility 

w
orkers are used in the centers 

• 
M

ust be able to ensure 
accountability and be able to 
determ

ine w
hich w

orker last 
touched case  

• 
C

an include inform
ation provided 

via m
ail, data m

atches, special 
projects, etc. dependent on call 
volum

e 

A
Z, C

A
 (Los A

ngeles C
ounty), D

C
, D

E, 
FL, G

A
, ID

 (pilot), IA
, IN

, M
I (W

ayne 
C

ounty), N
Y

(O
nondaga C

ounty), O
H

 
(M

ontgom
ery C

ounty, Franklin C
ounty), 

TX
, V

A
 (Prince W

illiam
 C

ounty, 
N

ew
port N

ew
s, N

orfolk, Portsm
outh), 

W
A

, W
I (D

ane C
ounty, M

ilw
aukee 

C
ounty, Lacrosse C

ounty), W
V
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N
ote:  These policies and procedures are options or available w

aivers under the current law
 and m

ay be advantageous in m
anaging your States’ 

w
orkload.     

  4 
Procedures: 
W

orkflow
 

(¢= L
ow

 C
ost  $ = H

igh 
C

ost) 
 

A
dvantages 

C
onsiderations 

L
ocalities/States 

(A
s of 12/29/08; refer to M

odernization M
atrix 

for additions after this date) 

E
 

W
orkflow

 A
nalysis:  

Internal or contracted 
assessm

ent to determ
ine 

potential for w
orkflow

 
im

provem
ents in 

local/State offices   
  ¢-$ 

• 
Identify redundancies, 
unnecessary steps and 
w

aste 

• 
W

orker buy-in and involvem
ent 

m
ust be attained 

C
O

 (D
enver C

ounty), ID
, N

M
, O

R
, U

T 

F 
C

aseload B
anking (A

K
A

 
C

aseload Sharing):  
W

orkers share cases based 
on specialized functions or 
w

orkload dem
ands 

¢ 

• 
Efficiencies gained from

 
sharing w

orkload 
• 

B
etter for handling rising 

caseloads w
hen staffing 

levels are static 
• 

R
educes stress for w

orkers  
• 

C
an shift w

orkers to 
accom

m
odate w

orkflow
 

needs 

• 
M

ust be able to ensure 
accountability and be able to 
determ

ine w
hich w

orker last 
touched case  

• 
W

orkers tend to prefer, but 
resistance often encountered at 
first 

• 
Is m

ore efficient w
hen used w

ith 
electronic casefiling 

• 
R

educes supervisors carrying 
caseloads 

• 
Should accom

m
odate generic 

w
orkers 

• 
C

lient education needed 
• 

M
ust be sensitive to client needs 

C
A

, D
C

, FL, K
S, M

N
 (M

inneapolis), 
M

O
, N

D
, N

Y
 (O

nondaga C
ounty), O

H
 

(D
ayton), O

R
, PA

 (D
auphin C

ounty), 
U

T, W
I (M

ilw
aukee) 
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N
ote:  These policies and procedures are options or available w

aivers under the current law
 and m

ay be advantageous in m
anaging your States’ 

w
orkload.     

   4 
Procedures: 
W

orkflow
 

(¢= L
ow

 C
ost  $ = H

igh 
C

ost) 
 

A
dvantages 

C
onsiderations 

L
ocalities/States 

(A
s of 12/29/08; refer to M

odernization M
atrix 

for additions after this date) 

G
 

V
erification U

nit 
¢

 
• 

C
ustom

ers can get in and 
out of office quickly 

• 
W

orkers aren’t interrupted  
• 

Specialists handle 
verification efficiently 

• 
O

ption: w
orkers can also 

act on verification 

• 
R

eceipts for verification should 
be provided  

• 
For offices w

ith im
aging, unit 

can also scan/im
age verification 

directly into autom
ated system

 

D
C

, N
Y

 (N
ew

 Y
ork C

ity), O
H

 
(C

incinnati), V
A

 (R
ichm

ond C
ity), W

I 
(M

ilw
aukee), W

V
 (K

anaw
ha C

ounty) 

H
 

Protected Tim
e for C

ase 
W

orkers 
¢

 

• 
Ensures w

orkers w
ith 

caseloads have tim
e to 

process their casew
ork 

correctly 
• 

C
an reduce failure to act 

errors 
• 

C
an be initial step tow

ard 
caseload banking 

• 
W

orkers can concentrate—
few

er interruptions 

• 
C

overage procedures during 
protected tim

e are needed to 
ensure custom

ers are tim
ely 

served 

C
T, D

C
, K

S, M
D

, M
I, M

O
, N

D
, O

K
, 

V
A

 


