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WASHINGTON STATE DEPARTMENT OF SOCIAL AND HEALTH SERVICES

We transform lives

Economic Services Administration Strategic Plan 
& Results WA #

E1.1 Percent of persons at or below 125 percent of Federal Poverty Level who receive Basic Food assistance SP 1.1.1

E4.2 Food assistance payment accuracy rate SP 1.1.2

E2.1 Percent and number of families who leave public assistance (TANF) due to increased income or at their request SP 1.2.1; RW 3.1.a

E2.2 Percent and number of adults who exit TANF and remain off TANF for 12 consecutive months  SP 1.2.2

E3.1 Percent of families meeting federally mandated work participation requirements SP 1.2.3

E1.3 Percent of current child support collected  SP 1.3.1
E1.7 The average time to process initial disability determinations for Social Security Disability Insurance cases (Title II-SSDI), 

and for Supplemental Security Income cases (Title XVI-SSI)
SP 1.5.1

EX.1 Timely economic services application processing - Percent within Federal Standards of Promptness by Program SP 1.6.1

EX.2 Community Services Division Call Center forced disconnect rate by queue SP 1.6.2

EX.3 Child support funds held in suspense accuracy rate SP 6.2.1

EX.4 Initial Claims Accuracy Rate SP 6.2.2

EX.5 Percent of child care overpayments collected within 24 months SP 6.3.1

Service - Optimize customer focused service delivery

Public Trust - Serve as ethical and efficient stewards of our resources



TO DATA:

TO  CONTENTS

WASHINGTON STATE DEPARTMENT OF SOCIAL AND HEALTH SERVICES

We transform lives
OCTOBER 2016

SP 1.1.1 (E1.1)

Economic Services Administration
Meet basic needs of clients

Percent of persons at or below 125 percent of Federal Poverty Level who receive Basic Food assistance

Statewide Average SUMMARY

• Latest data shows an estimated 85.8% of income-eligible persons 
are accessing the program. 

• The program expands and contracts over time and throughout the 
calendar year based on the need for food assistance in the state. 
Basic Food currently brings nearly $1.1 billion in federal food 
assistance benefits into Washington's economy.

ACTION PLAN 

• Updated Action Plans for this measure are located in the ESA 
Strategic Plan, Strategic Objective 1.1.1.

DATA SOURCE:  Management Accountability and Performance Statistics (EMAPS), Office of Assistant Secretary, Economic 
Services Administration (ESA), supplied by Lance Krull.
MEASURE DEFINITION:  Denominator: The estimated number of people living below 125% of the official poverty level in 
the State.  Numerator: Number of Basic Food participants in the month.  Quarterly data is an average of the monthly data 
for the three months in that quarter.
DATA NOTES:  1 Value can exceed 100% as 125% of poverty is used to approximate federal measure of the Program 
Access Index (PAI) while households can be eligible for Basic Food with income up to 200% of poverty. Click below for 
additional data notes.

http://www.dshs.wa.gov/data/metrics/E1.1.xlsx
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85.8% 

89.5% 

June 2017 Target = 96% 

http://www.dshs.wa.gov/data/metrics/E1.1.xlsx


TO DATA:

TO  CONTENTS

WASHINGTON STATE DEPARTMENT OF SOCIAL AND HEALTH SERVICES

We transform lives
NOVEMBER 2016

SP 1.1.2 (E4.2)

Economic Services Administration
Maintain fiscal stewardship

Food assistance payment accuracy rate

Statewide Average SUMMARY

• Washington continues to maintain a very high rate of payment 
accuracy that is consistently above the national average.
 

• Continued high performance can be attributed in part to the 
development of workload management tools that can prioritize work 
to ensure that time-sensitive changes impacting benefits are 
processed by deadline.

• Preauthorization audits are used to target attention on cases with a 
statistically-higher risk of payment errors for a second look before 
benefits are authorized. Data from these reviews are also used to 
identify root cause of errors to identify training and performance 
needs.

ACTION PLAN

• Updated Action Plans for this measure are located in the ESA 
Strategic Plan, Strategic Objective 1.1.2.

DATA SOURCE:  Quality Assurance; supplied by Cheryl Talmage, Office of Quality Assurance.
MEASURE DEFINITION:   Statewide Quality Assurance Basic Food Accuracy Rate.
DATA NOTES:  1 Reported rates are cumulative for the federal fiscal year (starting each October).

http://www.dshs.wa.gov/data/metrics/E4.2.xlsx
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June 2017 Target = 99% 

96.2% 98.3% 

http://www.dshs.wa.gov/data/metrics/E4.2.xlsx


TO DATA:

TO  CONTENTS SP 1.2.1 (E2.1)
WASHINGTON STATE DEPARTMENT OF SOCIAL AND HEALTH SERVICES

We transform lives
       OCTOBER 2016

(Results WA 3.1.a)

Economic Services Administration
Increase client self-sufficiency

Percent of families who leave public assistance (TANF) due to increased income or at their request

SUMMARY

• This measure reflects a portion of the WorkFirst caseload that is 
comprised of families who are able and capable of achieving self-
sufficiency.

 • The historical trend shows an average of 50% to 60% of monthly 
closures are due to self-sufficiency reasons as opposed to procedural 
reasons.

• The chart shows an increase in the ratio of self-sufficiency exits to 
other exits. This shift is likely due to policy changes implemented 
including a 15% grant reduction and TANF time limit terminations in 
February 2011, and Means Testing and Time Limits for Child Only 
TANF cases in November 2011.

ACTION PLAN
  
• Updated Action Plans for this measure are located in the ESA 
Strategic Plan, Strategic Objective 1.2.1.

DATA SOURCE:  Management Accountability and Performance Statistics (EMAPS), Office of Assistant Secretary, Economic 
Services Administration (ESA), supplied by Ryan McLean.
MEASURE DEFINITION:  Denominator: Total number of WorkFirst case closures in the month and neither the AU nor any 
client on the AU received TANF/SFA in any one of the subsequent three months.  Excludes child-only cases.  Numerator: 
The number of cases closed due to self sufficiency (increased income or at family request). This includes the total number 
of WorkFirst case closures in denominator with the following reason codes:  (a) child support more than the grant (324); 
(b) excess net income (331); (c) exceeds earned income limit (334); (d) change in child support payment (507); or (e) AU 
requests closure (557).  Excludes child-only cases.
DATA NOTES:  

http://www.dshs.wa.gov/data/metrics/E2.1.xlsx
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June 2017 Target = 60% 

55.7% 
57.8% 

http://www.dshs.wa.gov/data/metrics/E2.1.xlsx


TO DATA:

TO  CONTENTS

WASHINGTON STATE DEPARTMENT OF SOCIAL AND HEALTH SERVICES

We transform lives
OCTOBER 2016

SP 1.2.2 (E2.2)

Economic Services Administration
Increase client self-sufficiency

Percent of adults who exit TANF and remain off TANF for 12 consecutive months

Statewide SUMMARY

•  Monitors the success of families who have exited TANF and who 
remained off the program for 12 consecutive months.
 

• This provides an historical look at families who exited the program 
one year ago.   
 

• The trend has been increasing since 2008.

• In January 2011, TANF hardship extension criteria were restricted 
resulting in a one-time spike in terminations.

• A decline in the number of families who are able to successfully 
remain off of TANF would indicate social and/or economic conditions 
that are having an adverse effect on these vulnerable families.
 

• This measure will not provide insight into more recent exits. 

ACTION PLAN 
 
• Updated Action Plans for this measure are located in the ESA 
Strategic Plan, Strategic Objective 1.2.2.

DATA SOURCE:   Management Accountability and Performance Statistics (EMAPS), Office of Assistant Secretary, Economic 
Services Administration (ESA), supplied by Ryan McLean.
MEASURE DEFINITION:  Denominator:  Total number of TANF adults exiting the program in the month.  Numerator:  Total 
number of TANF adults exiting the program and remaining off TANF for at least 12 consecutive months.
DATA NOTES:  1 Data reporting dates reflect Adult client "Exit Month."

http://www.dshs.wa.gov/data/metrics/E2.2.xlsx
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66.8% 
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June 2017 Target = 75% 
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73.3% 75.4% 

June 2017 Target  = 78% 

http://www.dshs.wa.gov/data/metrics/E2.2.xlsx


TO DATA:

TO  CONTENTS

WASHINGTON STATE DEPARTMENT OF SOCIAL AND HEALTH SERVICES

We transform lives
OCTOBER 2016

SP 1.2.3 (E3.1)

Economic Services Administration
Increase employment of clients served by DSHS

Percent of families meeting federally mandated work participation requirements

Statewide Average SUMMARY

• Federal requirements limit what can be included as “countable” in 
calculating the Federal Work Participation Rate (TARDIS).  Given 
those constraints, many adults who are engaged in appropriate 
activities will not be reflected in this chart. 
 
ACTION PLAN
 
• Updated Action Plans for this measure are located in the ESA 
Strategic Plan, Strategic Objective 1.2.3.

DATA SOURCE:  Research & Data Analysis (RDA); supplied by Vernon De La Vergne.
MEASURE DEFINITION:  Number and percent of parents participating at federal requirements for All-Family and Two-
Parent Family caseloads.
DATA NOTES:  1 Due to refresh cycle which captures actual hours of participation, most recent month always reflects 
fewer hours. Refresh cycle takes 3 months - First Look (doesn't reflect hours captured in EJAS), First Refresh (reflects EJAS 
hours), and Second Final Refresh (final hours captured).  2 Quarterly figures represent averages for the three months in 
the quarter.

http://www.dshs.wa.gov/data/metrics/E3.1.xlsx

0%

20%

40%

60%

20
11

 A
pr

-Ju
n

Ju
l-S

ep

O
ct

-D
ec

20
12

 Ja
n-

M
ar

Ap
r-

Ju
n

Ju
l-S

ep

O
ct

-D
ec

20
13

 Ja
n-

M
ar

Ap
r-

Ju
n

Ju
l-S

ep

O
ct

-D
ec

20
14

 Ja
n-

M
ar

Ap
r-

Ju
n

Ju
l-S

ep

O
ct

-D
ec

20
15

 Ja
n-

M
ar

Ap
r-

Ju
n

Ju
l-S

ep

O
ct

-D
ec

20
16

 Ja
n-

M
ar

Ap
r-

Ju
n

All families participating 
Two-parent families participating 

22.9% 

28.9% 
June 2017 Target = 25% All Family rate  

15.5% 
14.6% 

June 2017 Target = 55% Two-parent rate 

http://www.dshs.wa.gov/data/metrics/E3.1.xlsx


TO DATA:

TO  CONTENTS

WASHINGTON STATE DEPARTMENT OF SOCIAL AND HEALTH SERVICES

We transform lives
OCTOBER 2016

SP 1.3.1 (E1.3)

Economic Services Administration
Meet basic needs of clients

Percent of current child support collected

SUMMARY

• In State Fiscal Year (SFY) 2015, DCS served approximately one 
million clients and collected $677.8 million (current collections and 
payments in arrears) in child support; about 93% of this amount was 
disbursed to families.   

• When both parents fulfill their obligation to financially care for their 
dependent children, poverty is decreased and the health and safety 
of children, families and communities is enhanced.

• The measure represents the percent of current child support 
collected on all IV-D cases and includes child support payments that 
are either distributed to families or retained by the state as child 
support recoveries.

• IV-D collections spike during tax refund season when IRS intercepts 
often augment regular on-going child support payments.

• Washington ranks 13th in the country in total caseload and ranks 
11th in total collections.

ACTION PLAN

• Updated Action Plans for this measure are located in the ESA 
Strategic Plan, Strategic Objective 1.3.1.

DATA SOURCE:  Management Accountability and Performance Statistics (EMAPS), Office of Assistant Secretary, Economic 
Services Administration (ESA); supplied by Bryan Enlow, Office of Assistant Secretary.
MEASURE DEFINITION:  Numerator: Total amount collected for current child support for all open cases. Denominator:  
Total amount owed for current child support  for all open cases.  Denominator is the sum of all dollars in the Monthly 
Order Amount (MOA) field at the end of the month for each IV-D Case. When this rate is calculated for the entire federal 
fiscal year, the equation is applied to cumulative collections and the cumulative sum of MOA.
DATA NOTES:  

http://www.dshs.wa.gov/data/metrics/E1.3.xlsx
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TO DATA

TO  CONTENTS

WASHINGTON STATE DEPARTMENT OF SOCIAL AND HEALTH SERVICES

We transform lives
OCTOBER 2016

SP 1.5.1 (E1.7)

Economic Services Administration
Meet basic needs of clients

The average time to process initial disability determinations for Social Security Disability Insurance cases (Title II-
SSDI), and for Supplemental Security Income cases (Title XVI-SSI) 

Average days to process by quarter SUMMARY

•Social Security disability benefits are critical to individuals with 
disabilities to meet their basic needs, and timely processing is 
essential.

• Initial Disability Determinations are eligibility decisions, whether 
approved or denied, on an individual’s initial, or first time, application 
for Supplemental Security Income (Title XVI-SSI) and/or Social 
Security Disability Insurance (Title II-SSDI).

ACTION PLAN
 
• Updated Action Plans for this measure are located in the ESA 
Strategic Plan, Strategic Objective 1.5.1.

DATA SOURCE:  Division of Disability Determination, Economic Services Administration; supplied by Jim Yerxa, Division of 
Disability Determination, ESA.
MEASURE DEFINITION:  The average time (number of days) from when DDDS receipts an initial claim, to when DDDS 
makes a determination and sends the claim back to the Social Security Administration field office.
DATA NOTES:  1 Initial Disability Determinations are eligibility decisions, whether approved or denied, on an individual’s 
initial, or first time, application for Supplemental Security Income (Title XVI-SSI) and/or Social Security Disability Insurance 
(Title II-SSDI).

http://www.dshs.wa.gov/data/metrics/E1.7.xlsx
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Social Security Disability Insurance cases (Title II-SSDI) 

Supplemental Security Income cases (Title XVI-SSI) 

72.8  

79.2 

67.1  
69.6  

July 2017 SSDI Target = 69 days 

July 2017 SSI Target = 70 days 

http://www.dshs.wa.gov/data/metrics/E1.7.xlsx


TO DATA:

TO  CONTENTS

WASHINGTON STATE DEPARTMENT OF SOCIAL AND HEALTH SERVICES

We transform lives
OCTOBER 2016

SP 1.6.1 (EX.1)

Economic Services Administration
Increase efficiency

Timely economic services application processing - Percent within Federal Standards of Promptness by Program 

Percent within federal SOP by program SUMMARY

• These are the federal and state measures of application processing 
timeliness.

• The federal standard of promptness (SOP) is as follows:
   ▪ 30 days for cash, childcare and food programs
   ▪ 45 days for ABD/MCS   
   ▪ 60 days for non-grant medical
   ▪ 30 days for all other medical

• CSD regularly exceeds application processing standards for the 
majority of programs.

• CSD’s LEAN based, same day service model, contributes to ensuring 
applications are processed as quickly as possible and well within 
standards of promptness. CSD’s workload management tools are also 
designed to prioritize pended applications that are approaching the 
processing due date.

ACTION PLAN

• Updated Action Plans for this measure are located in the ESA 
Strategic Plan, Strategic Objective 1.6.1.

DATA SOURCE:   Management Accountability and Performance Statistics (EMAPS), Office of Assistant Secretary, Economic 
Services Administration (ESA), supplied by Ryan McLean.
MEASURE DEFINITION: Percent of applications processed within federal standard of promptness (SOP) by program.
DATA NOTES:  1 Target is 95% of applications processed within the pertinent federal standard of promptness (SOP).

http://www.dshs.wa.gov/data/metrics/EX.1.xlsx
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Basic Food 
(black dotted line) 

Temporary Assistance  for 
Needy Families (thin solid line) Aged, Blind, Disabled/Medical 

Care Services (gray line) 

CSD Medical  (thick 
blue line) 

Target (red dotted line) 

Child Care Subsidy Program 

97.7% 
96.7% 
95.9% 
94.3% 
91.5% 

http://www.dshs.wa.gov/data/metrics/EX.1.xlsx


TO DATA:

TO  CONTENTS

WASHINGTON STATE DEPARTMENT OF SOCIAL AND HEALTH SERVICES

We transform lives
OCTOBER 2016

SP 1.6.2 (EX.2)

Economic Services Administration
Increase efficiency

Community Services Division Call Center forced disconnect rate by queue

Statewide Average SUMMARY

• This is a service access measurement for doing CSD business by 
phone.

• The childcare queue has been operating with an average low forced 
disconnect rate for the past several years due to a variety of focused 
initiatives including increased staffing and improved technology 
solutions. The seasonal peak rates have increased as program 
changes intentionally shifted this work from the Community Services 
Offices to call center agents. The seasonally anticipated peak 
experienced in Summer Quarter 2016 was intensified by the 
concurrent implementation of major legislative program changes. The 
forced disconnect rate will follow the well-established trend of 
dropping back to non-peak levels in the next quarter.

• The general queue forced disconnect rate continues to average 
higher than the typical childcare queue rate (non-seasonal). The call 
center continues efforts to ensure proper staffing levels and 
maximum call agent availability to manage this rate within available 
resources.

ACTION PLAN

• Updated Action Plans for this measure are located in the ESA 
Strategic Plan, Strategic Objective 1.6.2

DATA SOURCE:   Consolidated Technology Services (CTS); supplied by Shawn Hartline.
MEASURE DEFINITION:  Rate by which calls encounter the “all agents are busy” message and must attempt the call again.
DATA NOTES:  

http://www.dshs.wa.gov/data/metrics/EX.2.xlsx
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Childcare  

General Queue 

59% 

5.0% 

26.0% 

41% 

June 2017 Target = 0%  

http://www.dshs.wa.gov/data/metrics/EX.2.xlsx


TO DATA:

TO  CONTENTS

WASHINGTON STATE DEPARTMENT OF SOCIAL AND HEALTH SERVICES

We transform lives
OCTOBER 2016

SP 6.2.1 (EX.3)

Economic Services Administration
Meet basic needs of clients

Child support funds held in suspense accuracy rate

SUMMARY

• Payments received and processed by DCS which cannot be 
immediately applied to a case are placed in a suspense account.

• Payments may be held in suspense for several valid reasons. Several 
examples include the debt is in dispute, special instruction (SI) have 
been set to prevent payment processing, and pending verification of 
emancipation of a child.
 
• Documentation is required from a non-custodial parent to allow 
payments be held for future application when there is no current 
debt.

• Manual review of suspense payments is required to appropriately 
apply or refund payments.

• Payments not meeting exceptions or without proper 
documentation must have action taken within 2 business days 
following placement in suspense.

ACTION PLAN

• Updated Action Plans for this measure are located in the ESA 
Strategic Plan, Strategic Objective 6.2.1.  

DATA SOURCE:  DCS Program Integrity Unit and DCS Field Operations, Office of Assistant Secretary, Economic Services 
Administration (ESA); supplied by Rena Hect, SEMS (Support Enforcement Management System).
MEASURE DEFINITION:  Denominator: Total number of payments being held in suspense.  Numerator: Total number of 
payments appropriately held in suspense  Excludes: payments received through federal interface. 
DATA NOTES:  1 The July 2014 audit was conducted at a single point in time in July 2014.  2 Beginning February 2015 
forward, an improved methodology in audit procedures has been used to determine the rate of child support funds held in 
suspense. 3 For the quarter January-March 2015, the count is a snapshot in February 2015. These audit results then 
became the baseline used to measure compliance improvements.  Click below for additional data notes.

http://www.dshs.wa.gov/data/metrics/EX.3.xlsx
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http://www.dshs.wa.gov/data/metrics/EX.3.xlsx


TO DATA:

TO  CONTENTS

WASHINGTON STATE DEPARTMENT OF SOCIAL AND HEALTH SERVICES

We transform lives
NOVEMBER 2016

SP 6.2.2 (EX.4)

Economic Services Administration
Meet basic needs of clients

Initial Claims Accuracy Rate

SUMMARY

• Updated discussion and action plans for this measure are located in 
the ESA Strategic Plan, Strategic Objective 6.2.2.

DATA SOURCE:   Division of Disability Determination, Economic Services Administration; supplied by Jim Yerxa, Division of 
Disability Determination, ESA.
MEASURE DEFINITION:  Percent accuracy rate of initial disability determinations.
DATA NOTES:  

http://www.dshs.wa.gov/data/metrics/EX.4.xlsx

60%

70%

80%

90%

100%

FFY 2013 FFY 2014 FFY 2015 2015 Oct-Dec 2016 Jan-Mar Apr-Jun

September 2017 Target = 97% 

98.3% 
96.6% 97.7% 97.4% 

FFY Quarterly  

98.7% 
95.6% 

http://www.dshs.wa.gov/data/metrics/EX.4.xlsx


TO DATA:

TO  CONTENTS

WASHINGTON STATE DEPARTMENT OF SOCIAL AND HEALTH SERVICES

We transform lives
NOVEMBER 2016

SP 6.3.1 (EX.5)

Economic Services Administration
Contributing Goals

Percent of child care overpayments collected within 24 months

SUMMARY

• Updated discussion and Action Plans for this measure are located in 
the Economic Services Administration Strategic Plan, Strategic 
Objective 6.3.1.

DATA SOURCE:   Brice Montgomery, OFR, DSHS ESA. 
MEASURE DEFINITION:  Percent of child care overpayments collected each month. The caculations for these 
overpayments are done each month on a rolling 24 month cycle.
DATA NOTES:  1  Percent of overpayment collection rate is calculated as Total paid (TP) divided by original invoices (OI) 
less Adjustments (A): TP/(OI-A).  2  All vendor/provider childcare payment referrals (invoices) are received in OFR from all 
sources in the last 24 months. This is the debt or amount due. 3. There are  three types of adjustments made to the 
invoices as applicable:  A. Programmatic changes made by the referrer program (for example, a worker calculated a debt 
incorrectly originally and sends an adjustment to fix); B. Changes made by the hearing process (for example, settlements 
or Administrative Law Judge decisions); C. Changes / write-offs made by OFR (E.G. Overpayment due from an out of 
business daycare).

http://www.dshs.wa.gov/data/metrics/EX.5.xlsx
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July 2017 Target = 50% 

44.4% 45.2% 

http://www.dshs.wa.gov/data/metrics/EX.5.xlsx
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