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The Promise of 
Online Applications 

Benefits to consumers  

Builds awareness 

Convenience 

Addresses fear and stigma 

Benefits to states 

New outreach opportunities 

Reduce staff time 

Reduce errors 
http://www.cbpp.org 
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Front Door of Online 
Applications 

Use clear, simple & 
welcoming 
language 

Describe benefits 
accessible  

Reassure 
consumers’ privacy  
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Front Door: Screeners 

Optional 

Direct consumers 
to apply now on 
each page 

Cast the net wide, 
but not too wide 

Clarify that it is not 
a final 
determination 
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Consumer Centric Functions: Screeners and Calculators  
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Front Door: Accounts 
Setup & Functions 

Optional 

Explain the 
benefits 

Provide key 
manage my 
account functions 
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Front Door: Accounts 
Setup & Functions 

Avoid requiring 
complicated 
passwords 

Don’t require email 
address 

Use check marks 
to prompt 
consumers 
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Keep it Simple:  
Limit Questions  

Don’t ask anything 
that is 
unnecessary 

Use dynamic 
questioning 

Allow non-
applicants 

Allow applicants to 
skip questions 
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•

•

•

8 



Keep it Simple:  
Help and Navigation 

Use pop ups or 
tool tips 

Make help, helpful 

Use tabs and allow 
consumer to toggle 

Let consumers 
know how far they 
are in the 
application 
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•
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Keep it Simple: 
Documentation Options 

Use 
administrative 
verification 
options 

Allow for 
scanning, 
emailing, faxing 
documents 

•

•

10 



Spread the News! 

Promote on 
agency and state 
website 

Outreach through 
partners 

Build a portal for 
assisters to use 

•

•

 
•
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Contact/Resources 
Shelby Gonzales: gonzales@cbpp.org  
CBPP Online Benefits Papers 

http://www.cbpp.org/cms/index.cfm?fa=view&id=1414  
http://www.cbpp.org/cms/index.cfm?fa=view&id=618 
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