
DHS Workp
lan 

G emmel v. 
Hawkins 

The goal of
 the key de

liverables o
utlined belo

w is to achi
eve 96% tim

eliness for t
he processi

ng of new S
NAP applica

tions at RI D
HS. 

1 
Version up

dated 1.15
.18 

Key Focus A
reas 

Target Date
 Stat

us 
Comments

 
Improve Cu

stomer Por
tal Function

ality 
 

 
Upgrade cu

rrent syste
m design, i

ncluding “p
rogram-bas

ed question
s” 

3/17/18 
On-Track 

 
Simplify an

d streamlin
e the DHS-2

 
3/17/18 

On-Track 
 

Launch Com
munity Par

tner Progra
m 

4/1/18 
On-Track 

 
Create colla

teral to sup
port custom

er portal us
e 

4/1/18 
On-Track 

 
Develop an

d host web
inars for co

mmunity a
gencies 

5/1/18 
On-Track 

 
 

 
 

 
Reduce DH

S Call Cente
r Wait Time

s 
 

 
 

Upgrade Ca
ll Center El

igibility Tec
hnician pos

itions 
3/1/18 

On-Track 
 

Expand Cal
l Center pe

rsonnel 
3/1/18 

On-Track 
 

Reduce pen
ding case is

sues 
6/30/18 

On-Track 
 

 
 

 
 

Reduce DH
S Lobby Wa

it Times
 

 
 

Improve da
ta collectio

n to have a
ccurate wa

it time data
 

3/1/18 
On-Track 

 
Implement

 lobby kiosk
s 

3/31/18 
On-Track 

 
Update bus

iness proce
sses in field

 offices to i
mprove cu

stomer exp
erience 

6/30/18 
On-Track 

 
Update lob

by waiting 
areas to be

tter accom
modate typ

ical volume
 

6/30/18 
On-Track 

 
 

 
 

 
Improve Do

cument Sca
nning Relia

bility and E
fficiency 

 
 

 
Improve qu

ality contro
l and super

vision proc
esses 

2/28/18 
On-Track 

 
Introduce s

ystem enha
ncements t

o prevent u
ser error 

3/31/18 
On-Track 

 
Introduce b

usiness pro
cess impro

vements
3/31/18

On-Track
 

 
 

 
Improve W

orker Inbox
 Functional

ity 
 

 
 

Upgrade w
orker inbox

 functionali
ty 

3/17/18 
At Risk 

 
Pilot and ro

ll-out work
er inbox ac

ross DHS o
ffices 

4/31/18 
At Risk 

 
 

 
 

 
Improve No

tice Quality
 

 
 

 
Introduce s

ystem enha
ncements t

o improve 
SNAP BDN 

6/30/18 
On-Track 

 
 Improve M

ethodology
 for Calcula

ting Timelin
ess  

 
 

 
Ensure aut

o-closure fu
nctionality 

is fully func
tioning 

1/31/18 
On-Track 

 
Implement

 methodolo
gies to inco

rporate var
ious SNAP p

olicy regula
tions  

3/31/18 
On-Track 
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