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Project Description and Summary  

What did you do? 

Describe your program or project. What did you do? What is the history 

behind the program/project? What did you hope to accomplish? What was 

your timeline? Your budget? How did you identify your objectives? How 

well did you use available resources? 

For many years recipients of Supplemental Security Income (SSI) Medicaid 

were not assigned to a caseworker in our agency. There were very few 

actions an Income Maintenance Caseworker (IMC) could complete on an 

SSI Medicaid case. We routinely routed calls and visitors through available 

caseworkers to assist recipients who needed to change their primary care 

provider or ask questions about their coverage. 
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With the change from the Eligibility Information System (EIS) to NC FAST, 

we were made aware that the IMC would have many more responsibilities 

in the SSI Medicaid caseload, including county transfers and 

troubleshooting. We tried to manage the SSI Medicaid recipients in the 

same way we did in the past but quickly realized those practices were not 

the most efficient. Our supervisors were tied up for hours working on 

broken cases, calls came through more often to report changes in address 

and county of residence, and we had many more phone calls reporting 

issues and concerns. The calls were routed to various caseworkers and 

sometimes more than one caseworker, causing confusion when messages 

were returned (or not returned). Sometimes two caseworkers attempted to 

work on one case at the same time, unaware that the other had been 

contacted by the same recipient. 

 

We determined that our old plan was no longer functional and that to 

successfully manage the workload and assist those most needy recipients, 

a change was necessary. We discussed several options and determined 

that our first attempt at change would be to identify a single IMC to 

handle the SSI Medicaid calls and tasks. We chose an IMC who was skilled 

at troubleshooting cases in NC FAST. This IMC was also known to be a 

self-starter and great with the citizens she served. June 1, 2017 was set 

as the start date and a backup IMC was chosen in case our contact person 

was absent or on leave. 

 

Our first task prior to this roll out was to notify all agency employees of 

the change. Emails were sent to all staff members explaining the need for 

change and the procedures for handling any contact by SSI Medicaid 

recipients.  

 

June 1 arrived and all calls, emails, etc. were routed to our contact person. 

Her phone number and email address were provided to those in need of 

her assistance as well. During the month the IMC kept detailed records of 

the actions she completed and we planned to review her progress in July 

2017. 

Project Success and Impact 

What was the outcome? 



Was your program/project a success? What was the impact? How did you 

measure the impact? How widespread is the impact of your 

program/project? How were you able to overcome obstacles and 

challenges? Did your program/project meet your established objectives? 

After reviewing our statistics we have declared the “SSI One Stop” a great 

success. Our contact completed 102 actions in June including primary 

care provider changes, county transfers, and replacement cards. She has 

answered many questions and eased the minds of some of our neediest 

recipients. She received requests for assistance through phone calls, tasks 

in NC FAST, and other staff members. Our backup contact completed 11 

actions as well. Agency staff members have reported fewer voicemails and 

repeat callers. Our contact person has reported that she has greatly 

enjoyed assisting the SSI Medicaid recipients and has managed the 

additional work between the tasks she completes in her regular Adult 

Medicaid caseload.  

 

We are so pleased to have an employee who can assist these recipients 

quickly and consistently. We believe this has reduced the stress that 

recipients feel when attempting to contact our agency. We have met our 

goal and intend to follow the progress of this plan to see if there are other 

ways we can assist our SSI Medicaid recipients in the future. 

 


