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Section I: Analysis Summary 
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Analysis Summary

Timeliness is still an issue, but has improved significantly. (Pages 10a-l)
• SNAP application timeliness continues to be below the 95 percent standard, but again 

increased by almost 10 points to 85.6 percent in April, compared to 76.2 percent in 
March.  Timeliness for recertifications increased to 92.0 percent from 83.8 percent in 
March.  
− For SNAP applications, the Dallas/Forth Worth, and Houston regions are performing below the 

statewide average.
− The Abilene, Tyler, Beaumont, Austin, El Paso, San Antonio, and Edinburg regions are 

performing above the statewide rate.
• Timeliness for expedited applications improved slightly in April, but is still below the 95 

percent standard.  
− At the federal standard of seven days, timeliness for expedited applications was at 91.6 percent 

in April, compared to 89.5 percent in March.  
− At the state standard of one business day, 81.9 percent of expedited applications were 

processed timely in April, compared to 80 percent in March. 
• Medicaid application timeliness remains below the 95 percent standard, but improved by 

4.3 points in April.  
− Timeliness increased to 89.7 percent in April from 85.4 percent in March. 
− The Lubbock, Tyler, Beaumont, Houston, Austin, San Antonio, El Paso, and Edinburg regions 

are performing above the statewide rate.  
− The Abilene and Dallas/Fort Worth regions are performing below the statewide rate.
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Analysis Summary

The number of overdue pending cases is declining due, in part, to worker 
productivity. (Pages 10a-l)
• In April, each advisor disposed an average of 7.2 cases per day compared to 7.9 

cases per day in March.  
− The Dallas/Fort Worth Region showed the highest productivity level at 8.7 cases/worker/day.  
− The Houston region had the next highest productivity level at 7.9 cases, followed by the 

Austin region at 7.8 cases.
• For the sixth continuous month, the number of applications left pending in SNAP and 

Medicaid declined in April.
– Overdue SNAP cases have been reduced by more than 90 percent.

• In October 2009, there were approximately 42,000 overdue SNAP cases. 
• In April 2010, there were approximately 2,700 overdue SNAP cases.

– Overdue Medicaid cases have been reduced by more than 90 percent.
• In October 2009, there were approximately 49,000 overdue Medicaid cases.
• In April 2010, there were approximately 4,600 overdue Medicaid cases.

• The backlog of overdue cases has been cleared in most of the regions.
– As of May, the backlog had been cleared in all but the Dallas/Fort Worth Region.

• The Dallas/Fort Worth Region’s backlog has been reduced by 88 percent since October 
2009.
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Lead time continues to improve. (Pages 11-12)
• Lead days is a measurement used as an indicator of timeliness at the local office 

level. Lead days refer to the number of days between receipt of an application and 
the first available interview appointment.

– The likelihood of an application being processed within 30 days is increased when lead 
days are at 20 days or less.

• Currently, all of HHSC’s 313 eligibility offices have lead times of less than 20 days.
– In September 2009, only 150 offices had lead times of less than 20 days and 58 offices 

had lead time of more than 60 days.  
SNAP Payment Error Rate shows significant improvement. (Page 13)
• Error rates are cumulative throughout the federal fiscal year, and HHSC ended 

FFY 2009 with a 6.82 percent error rate. This is higher than the national standard 
of 4.2 percent (these rates have not been finalized by FNS for FFY 2009).

• The FFY 2010 statewide payment error rate through January 2010 is 1.73 percent.  
The national payment error rate through November 2009 was 3.70 percent.

HHSC continues to hire eligibility staff. (Pages 16, 19)
• Filled eligibility positions decreased slightly to 97.7 percent this week, from 97.8 

percent two weeks ago.  Since we are approaching the staffing cap, this 
percentage will fluctuate up or down depending on the ratio of new hires to exiting 
staff.  Attrition was previously masked by the large number of new staff being 
hired.
Since September 1, HHSC has had a net gain of 856 eligibility staff, down from 
865 two weeks ago.  

Analysis Summary
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Section II:  Definitions and Production 
and Performance Measures
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Definitions

Timeliness
• SNAP Applications:  Percent of all SNAP (Food Stamp) applications processed within the 

timeframes established by the USDA - Food and Nutrition Services (FNS). The processing 
standard is 30 days for non-expedited SNAP applications.

• SNAP Expedited Apps (State):  Percent of expedited applications processed the same day 
or next day as established by Texas policy.

• SNAP Expedited Apps (Fed):  Percent of expedited applications processed within 7 days as 
established by the USDA - FNS.

• SNAP Recertifications:  Workers are required to review active SNAP cases at the end of 
each certification period.  This is the percentage of recertifications processed within the 
established timeframes. Renewal forms received by the 15th of the last month of 
certification must be completed by the last day in that month. If forms are received after that 
date, the 30-day timeframe applies. 

• Texas Works Medicaid Applications:  Percent of applications for Pregnant Women, 
Children, and Medically Needy services processed within the timeframes established by the 
Centers for Medicaid and Medicare Services (CMS). The processing standard for Medicaid 
is 45 days; 90 days for those who apply on the basis of a disability, and 15 business days 
for Pregnant Women. 
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Productivity
• Total Cases Disposed:  The number of SNAP, TANF and Texas Works Medicaid applications and 

recertifications worked to a decision.
• Cases Disposed / Day:  Total cases disposed divided by the number of work days in the month.
• Cases Disposed / Worker:  Total cases disposed divided by the number of Eligibility Workers 

(Texas Works Advisors II - IV).
• Cases Disposed / Worker / Day:  Average number of cases disposed per worker per work day.

SNAP Activity
• Applications Received:  Total number of SNAP applications received in the month.
• Number Pending: Number of SNAP applications not yet disposed.
• % Delinquent:  Percent of pending applications older than 30 days.
• % Delinquent > 60 Days:  Percent of pending applications that are older than 60 days.

Medicaid Activity
• Applications Received:  Total number of poverty-related (children, pregnant women, medically 

needy and TANF-related) Medicaid applications received in the month.
• Number Pending: Number of poverty-related Medicaid applications not yet disposed.
• % Delinquent:  Percent of pending applications older than 45 days.
• % Delinquent > 90 Days:  Percent of pending applications that are older than 90 days.

Definitions
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Definitions

Lead Days
• Lead days is a measurement used as an indicator of timeliness at the local office level. 

Lead days refer to the number of days between receipt of an application and the first 
available interview appointment.

• The likelihood of an application being processed within 30 days is increased when lead 
days are at 20 days or less.

Positive Error / Payment Error Rate
• Positive error rates include the overpayment and underpayment of SNAP benefits 

compared to what a household is entitled to receive.  
• The positive error rate has a financial penalty associated with failing to meet a federal 

standard. 

Negative Error Rate
• Negative error rates reflect the accuracy of the state’s action in denying an application or 

recertification. 
• There is no financial penalty currently associated with the negative error rate for failing to 

meet the federal standard. 
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Field Eligibility Staff as of 5/6/2010

Field Eligibility Staff by Region

Regions
FY10 

Allocation
Filled 

Positions
Available 
Positions*

Percent 
Filled

Percent 
Available

1-Lubbock 221 213 8 96.4% 3.6%

2/9- Abilene 262 257 5 98.1% 1.9%

3-Grand Prairie 1,348 1,305 43 96.8% 3.2%

4-Tyler 282 279 3 98.9% 1.1%

5-Beaumont 257 247 10 96.1% 3.9%

6-Houston 1,338 1,306 32 97.6% 2.4%

7-Austin 684 665 19 97.2% 2.8%

8-San Antonio 719 704 15 97.9% 2.1%

10-El Paso 462 450 12 97.4% 2.6%

11-Edinburg 1,023 1,015 8 99.2% 0.8%

Asst. Response Team** 597 573 24 96.0% 4.0%

Customer Care Center 336 330 6 98.2% 1.8%
MEPD 1,040 1,028 12 98.8% 1.2%

Total, Eligibility in Field 8,569 8,372 197 97.7% 2.3%

*Available positions include newly authorized positions that will enable HHSC to hire ahead to maintain staffing 
at the increased cap. 

**Assistance Response Team includes the Centralized Representative Unit that handles Fair Hearings.
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Other Eligibility Staff

Other Staff that Support Field Eligibility Staff as of 5/6/2010

Divisions
FY10 

Allocation
Filled 

Positions
Available 
Positions

Percent 
Filled

Percent 
Available

OES 229 197 32 86.0% 14.0%

OFS 404 368 36 89.5% 10.5%

OSS BOFM 38 34 4 89.5% 10.5%

EA 235 196 39 83.4% 16.6%

Ombudsman 61 59 2 96.7% 3.3%

COO 28 18 10 64.3% 35.7%

Total, Other 995 872 123 87.6% 12.4%

Contractors 164 129 35 78.7% 21.3%

Total, Eligibility Strategy 9,728 9,373 355 96.4% 3.6%

*Division descriptions are provided on page 18. 
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Descriptions for Other 
Eligibility Staff

• The Office of Eligibility Services (OES) includes state office and regional staff that support 
and manage field operations and call centers, provide oversight of eligibility-related 
contracts.

• The Office of Family Services (OFS) includes state office and regional staff that develop 
and implement policy and training, monitor performance through quality assurance and 
quality control reviews, and provide other support for eligibility staff.

• The Office of Social Services’ Business Operations and Financial Management (OSS-
BOFM) provides financial management, oversight, and technical assistance for multiple 
program areas in OFS, and provides financial and hiring support for OES.  As a liaison for 
these areas, staff regularly monitor monthly expenditures and ensure that these areas 
operate within their respective budgets.

• Enterprise Applications (EA) and Contractors manage network performance and security 
and maintain the automated systems (SAVERR and TIERS) utilized to determine eligibility. 
Staff and contractors are hired as needed to meet specific project and system development 
needs.

• The Ombudsman operates two hotlines to provide direct assistance to individuals calling 
with issues related to applying for and receiving health and human services. 

• The Chief Operating Office (COO) manages two groups that provide direct support for the 
computer network and telecommunication systems that directly support eligibility 
determination staff. 
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Filled Eligibility Staff by 
Region

Regions

Filled 
Positions 
(3/18/10)

Filled 
Positions 
(3/25/10)

Filled 
Positions 
(4/1/10)

Filled 
Positions 
(4/8/10)

Filled 
Positions 
(4/15/10)

Filled 
Positions 
(4/22/10)

Filled 
Positions 
(4/29/10)

Filled 
Positions 
(5/6/10)

Net Change In 
Filled Positions 
(9/3/09 through 

5/6/10)

1-Lubbock 218 218 216 215 216 215 213 213 54

2/9- Abilene 256 257 257 257 257 257 259 257 45

3-Grand Prairie 1,310 1,313 1,309 1,313 1,313 1,316 1,313 1,305 297

4-Tyler 277 278 278 276 277 278 279 279 25

5-Beaumont 248 248 247 249 248 248 248 247 19

6-Houston 1,280 1,275 1,287 1,287 1,298 1,303 1,310 1,306 113

7-Austin 657 662 659 659 661 663 662 665 27

8-San Antonio 698 700 699 705 700 701 700 704 150

10-El Paso 450 450 452 453 454 451 451 450 3

11-Edinburg 1,003 1,006 1,011 1,014 1,010 1,011 1,014 1,015 47

Asst. Response Team 592 593 594 591 587 583 581 573 -11
Customer Care 

Center 330 329 325 325 324 326 331 330 56

MEPD 1,023 1,024 1,020 1,025 1,027 1,029 1,029 1,028 31

Total 8,342 8,353 8,354 8,369 8,372 8,381 8,390 8,372 856
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Eligibility Positions by Region

Avail. 
Alloc Filled Alloc Filled Alloc Filled Alloc Filled Alloc Filled Positions

1-Lubbock 13 13 126 122 26 23 47 46 9 9 221 213 8

2/9-Abilene 14 13 148 145 20 20 69 68 11 11 262 257 5

3-Grand Prairie 67 66 814 795 117 112 302 287 48 45 1,348 1,305 43

4-Tyler 18 18 168 167 20 18 65 65 11 11 282 279 3

5-Beaumont 15 14 140 134 24 23 66 64 12 12 257 247 10

6-Houston 82 81 831 812 81 78 305 297 39 38 1,338 1,306 32

7-Austin 40 39 399 389 56 53 164 161 25 23 684 665 19

8-San Antonio 43 41 432 425 52 51 168 163 24 24 719 704 15

10-El Paso 24 24 266 260 34 33 124 119 14 14 462 450 12

11-Edinburg 60 59 618 614 74 74 242 239 29 29 1,023 1,015 8
Asst. Response 

Team 38 38 382 365 50 49 67 64 60 57 597 573 24
Customer Care 

Center 19 19 244 239 40 40 17 16 16 16 336 330 6

MEPD 53 53 654 645 55 54 249 247 29 29 1,040 1,028 12

Total 486 478 5,222 5,112 649 628 1,885 1,836 327 318 8,569 8,372 197

Active Position Report dated 5/6/10

Regions
Admin FY 10 

Alloc
Total 
Filled

SUP TWA/I/II/III TWA IV Clerical
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Section IV:  Update on 
Commissioner’s Challenge
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Commissioner’s 
Performance Challenge

In an effort to reward and encourage improved performance, Executive 
Commissioner Suehs issued a challenge to eligibility staff to encourage
continued improvement on timeliness and providing excellent customer
service.

• Commissioner Suehs agreed to visit and prepare lunch as a reward for five 
offices/units demonstrating the following:

– Most improvement in timeliness – three offices/units
– Most consistent performance - one office/unit 
– Most recognized by peers for providing consistent exceptional customer service -

one office/unit 

• The challenge was issued for a six month period and evaluated office 
performance from October 2009 to March 2010.
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Challenge Results

Most Improved Offices/Units:
These three Offices/Units showed significant improvement in timeliness for SNAP and Medicaid for 
the Elderly and People with Disabilities (MEPD).  Timeliness increased by as much as 38 percentage 
points over the six month period (a 70 percent improvement) in one unit.
• Region 8, San Antonio – Brady office – 4 units with 60 staff (SNAP timeliness)
• Region 11, Laredo – Casa Blanca office – 6 units with 93 staff (SNAP timeliness)
• Region 11, Corpus Christi, Alice, and Robstown – 1 MEPD unit with 20 staff (MEPD timeliness)

Most Consistent Office/Unit:
This multi-office unit consistently exceeded performance standards; including achieving 100% 
timeliness in all programs in February and March 2010.
• Region 7, Lampasas, Hamilton, San Saba, Goldthwaite – 1 unit with 13 staff

Peer Recognized Office/Unit:
According to their peers, this unit serves as a “go to” group and provides excellent customer service, 
while exceeding performance standards.  The unit also works overdue cases for other areas, mentors 
new staff, and volunteers for activities to improve regional performance.
• Region 4, Jacksonville, Rusk – 1 unit with 14 staff




