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May 6, 2014 

 

 

Patrick O’Donnell, Clerk of the Legislature 

State Capitol, Room 2018 

P.O. Box 94604 

Lincoln, NE  68509 

 

Dear Mr. O’Donnell: 

 

In accordance with the Legislative Bill 195 (2013), please find attached the quarterly report 

required from the Department of Health and Human Services on ACCESSNebraska for the time 

period January 1, 2014 through March 31, 2014. 

 

Information explaining this quarter’s report submission is provided at the beginning of the report. 

 

 

Sincerely,  

 

 

 

 

 

Thomas D. Pristow, MSW, ACSW 

Director, Division of Children and Family Services 

Department of Health and Human Services 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



 

LB 195 Report – Department of Health Human Services – Division of Children and Family Services 

Report for period of October 1, 2013, through December 31, 2013 

Element One:  Number of days in increments that it takes to process applications (approval or denial) 

for Aid to Dependent Children, Supplemental Nutrition Assistance Program, Aid to the Aged, Blind and 

Disabled, and Child Care Subsidy Program, overall and broken down by county.  

Element Two:  Number of days in increments that it takes to process applications for Medicaid and 

Children’s Health Insurance Program, separating the data for applicants not applying on the basis of 

disability from applicants applying on the basis of disability, overall and broken down by county. 

This information was submitted by the Division of Medicaid and Long Term Care on February 11, 2014. 

Element Three:  Reasons for benefit applications processing delays (department, client or third party) 

for all applications that are processed beyond federal and state timeliness in Aid to Dependent 

Children, Supplemental Nutrition Assistance Program, Aid to the Aged, Blind and Disabled, Medicaid 

and Children’s Health Insurance Program statewide, and Child Care subsidy program, overall and 

broken down by county.  This shall include the number of cases for each respective reason 

(department, client, third party). 

This report is unavailable due to data elements required for the report are not collected and stored in N-

FOCUS.  The report will be available starting April 2014. 

Element Four:  The number of case closures in Medicaid, Children’s Health Insurance Program, Aid to 

Dependent Children, Supplemental Nutrition Assistance Program, Aid to the Aged, Blind and Disabled, 

and Child Care subsidy program, and the reason for the closure statewide and overall and broken 

down by county.  

This information is combined with the data collected for element five of this report. 

Element Five:  The number of case closures due to failure to recertify benefits, including failing to 

timely provide information, failing to perform a case review, or failing to appear for an appointment, 

overall and broken down by county. 

This information is combined with the data collected for element four of this report. 

Element Six:  Total number of first-time applicants for benefits categorized by state and county and by 

month. 

This information is combined with the data collected for element seven of this report. 

Element Seven:  The percentage of applications that are re-applications, categorized by state and 

county and by month. 

This information is combined with the data collected for element six of this report. 

Element Eight:  The percentage of individuals whose cases are closed who reapply for benefits within 

thirty days and sixty days after case closure, categorized by state and county, and by month.  



 

Please note that customers who have received a notice of closure and then reapply before benefits 

expire are not shown in this report. 

Element Nine:  Average wait time for call center response.  The average wait time starting from the 

time when the call is transferred to the customer service center to the time when the worker answers 

the call.  

Month/Quarter Average Wait Time 

October 2013 00:07:43 

November 2013 00:09:38 

December 2013 00:10:23 
October - December 2013 Quarter 00:09:15 

 

Element Ten:  The number of client call terminations (client hang ups) that occur prior to speaking 

with a staff member and the average length of time starting from the time when the call is transferred 

to the customer service center to the time when the caller terminates the call. 

 

Month/Quarter Number of Abandons Average Abandon Delay 

October 2013 9,136 00:06:24 

November 2013 7,180 00:07:41 

December 2013 8,106 00:07:59 
October - December 2013 
Quarter 

24,422 00:07:22 

 



 

 

 

Element Eleven:  Average number of minutes per delivery system transaction or task, based on type of 

transaction, including, but not limited to, application management (new, review, renewal), 

interviewing (high and low priority), application processing (processing initial, processing daily, 

processing ready), and change management. 

Data regarding the number of minutes per delivery to process a task is not available.  A report reflecting 

the number of days to complete a work task is attached. 

Element Twelve:  The number of hours and the number of days when call center responses are at a 

maximum and clients receive a busy signal when calling. 

This report is provided to the Department by the Office of the Chief Information Officer (OCIO).  The 

total number of lines for CFS-EA is 207 lines.  There are 92 lines dedicated for Omaha area callers and 

the remaining 115 lines are for those calling from the remainder of the state.   

Element Thirteen:  It is the intent of the Legislature that the department submit a report to the Clerk 

of the Legislature that includes the following monthly information on a quarterly basis for the workers 

in the ACCESSNebraska call centers and in local offices:  The number of social service workers, 

eligibility technicians, and social service lead workers and the number of vacancies that are in these 

positions at the beginning of each month; the number of these positions vacated within a month; and 

the number of these positions filled within a month. 

Please see attached report with the requested data for social service workers and social service lead 

workers.  CFS-EA does not have workers with the title of eligibility technician. 
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