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Customer Focused Government Goals 

SNAP Families First (FF) Vocational 
Rehabilitation (VR) 

 
• Improve customer service by creating a 21st  Century 

Service Delivery Model 
 
• Create the foundation/infrastructure for an internal 

governance structure to support the development of an 
Enterprise System Modernization (ESM) project  

 
 

 

Strategic  
Initiatives 

Key  
Operational  

Goals 

Improve customer service by 
increasing SNAP application 
processing timeliness and 
reducing/maintaining error 
rates below national average 

Improve customer service 
by increasing FF 
application processing 
timeliness 

Improve customer service 
by increasing VR 
application processing 
timeliness 
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TDHS Challenges 

 
 

Revenue 
Funding/ESM 

Next Gen IT - 
Sustaining 
operations 

during 
transition 
(Attrition) 

 

Program 
Integrity (PI) 
relative to 

limited 
resources 

Distinguishing 
between 
Adaptive 

Challenge vs. 
Technical 
Challenge  
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•Error Rate Less than 2% (1.3%) SNAP Accuracy 

•Most improved CAPER - #1 Nationally SNAP Most Improved 

• Performance Quality Improvement T-DAP  

• Improved Service Delivery (Easier, Faster Convenient)  Low Tech Modernization 

•Target 2% | Actual 2.69%  Increased Child Support Collections 

•Target 5% | Exceeded Target by 8.4% Increased VR Employment Outcomes 

• Over $4 Million in FY15 ($2.2 million already realized) Savings Realized thru Business Process 
Reengineering (BPR) 

TDHS Successes 



$158 $193 $182 

$2,638 
$2,802 $2,795 

$116 
$73 $73 

$0

$500

$1,000

$1,500

$2,000

$2,500

$3,000

$3,500

Actual FY14 Estimated FY15 Requested FY16

M
ill

io
ns

 

State Appropriations Federal Revenue Other Revenue

Revenue Sources 
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Proposed Reduction Plan  

Priority Category Reduction Description State 
Savings 

1. Program & Operations 
Reduction of funds that currently support the 
administration of the SNAP program (please note: this 
does not impact actual benefits) 

$9,637,700 
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Request Summary 
State Appropriations (in millions) 

$191 

-$9 

$0 

$182 

Base Budget Reductions Increases Total Request
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The Charge: 
Create a 21st Century Family Assistance  

Service Delivery Model  
 

Creating a 21st Century Family Assistance  
Service Delivery Model 

Current 
Challenges 

Complicated 
Eligibility 
Process 

Long 
Customer 

Wait Times 

Redundant & 
Duplicative 
Processing 

History of 
creating rules 

more 
restrictive 

than Federal 
Regulations 

Promising Practices 
 
‒ Brain Science & Poverty 

 Executive function 
 Bandwidth Tax 
 Stressors 
 Reducing Barriers 

SNAP 
Caseloads peaked in 

2012 
Gradual decreasing 

trend  

TANF 
Caseloads continually 
decreasing since 2010 

Medicaid Eligibility  
Approximately 1 million 

reverted to TennCare for 
direct eligibility as of Jan. 

2014 
DHS now has a supportive 

function 
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Desired Outcomes 
The Strategy:  

4 Major Components 



Request Summary 
Authorized Positions 

4,801 

0 0 

4,801 

Base Budget Reductions Increases Total Request
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TDHS intends on abolishing an additional 169 (estimated) 
positions prior to FY 2016. 



5,499 5,524 5,564 5,552 5,535 
4,801 4,801 

FY10 FY11 FY12 FY13 FY14 FY15 Requested
FY16

Authorized Positions 
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TDHS intends on abolishing an additional 169 (estimated) 
positions prior to FY 2016. 
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