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NARRATIVE OF SERVICES

The Eligibility, Determination and Enrollment (EDE) department performs four (4) primary functions:

Provision of client eligibility and enrollment services.

Provider Recruitment and Oversight and maintenance of provider rate agreements.
Slot management and provider payment.

Coordinate, collaborate, and actively link with other service providers.
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|. PROGRAM ACTIVITIES (School Readiness)

a. Describe activities that occurred during this period to include but not limit to: numbers served, client
transactions/transfers/re-determinations, services delivered, efc.

During the second quarter, EDE Counselors performed 589 new enroliments, handled 1,206 transfers, 3,282 slot
turnovers, and performed 837 terminations. Slot turnover consists of child transfers from one billing group to
another, from one provider to another, and/or from one program to another.

Out of 1,061 families that came to scheduled appointments, 925 families provided proper documentation at the time
of their initial appointment, and 1,011 families came with a provider selected.

EDE also provides slot management and provider payment services; staff ensures data entry integrity, processes
the documentation for payment to child care providers, and generates necessary reports in order to better manage
the process.

The EDE department also oversees the provider service agreement process, including the negotiation of rates for
every child enrolled, as well as oversees the completion of paperwork. In this quarter, we were able to complete
some of the new initiatives and make headway on the other ones. These initiatives included the implementation of
the new intake process for eligibility, the hiring of 2 new intake technicians, the implementation of document
imaging, the new service agreement process for all providers, the new phone system, client electronic appointment
system, counselor out-posting at Hispanic Unity, and the new phone queue for the EDE department and client
transfers.

Intake process: The new process was tested and put into practice this quarter. So far, it has been very successful.
We expect to put this process to a full test during the next quarter when alot of enroliment appointments have been
scheduled. We have also hired all the new intake positions and the staff has been fully trained in the new intake
process.
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Document imaging: The customization of the software has been completed and the system has been installed in
testing mode. We have selected a group of users to continue practicing with the system in order to correct any
problems. We expect to begin using in its full capacity in the third quarter.

Service Agreements: The new Service Agreement process has been particularly challenging this quarter. The
activity of collecting missing paperwork from providers became very tedious. Another factor that needed to be
added to the process was the approval of the new reimbursement rates for providers. For every Service Agreement
that was already executed, an amendment needed to be created and signed in order to reflect the new rates. As of
the end of the quarter, we were able to collect 503 executed Service Agreements and all necessary amendments.
We are currently in the process of providing final notices to those providers who have not responded to our
requests for documentation in order to complete their Service Agreements.

New Phone System: The hardware and the software for the new phone system have been delivered. The
preliminary configuration of the new phones has been completed and the new units have been installed. We expect
for the system to be up and running in the third quarter.

Electronic Calendar: This initiative continues to perform well and is fully operational. The use of the electronic
calendar is allowing for better planning of appointments and the maximization of time spent with the client.

Out-posting: We have placed an Eligibility Enroliment Counselor in the offices of Hispanic Unity at Johnson Street
and State Road 7. This post is fully operational and has begun to see clients that live within the proximity of this
location. Currently, we are providing eligibility and enrollment services, redetermination services, and client
transfers. This initiative has provided great respite to our clients in that community. They do not have to take a full
day of work or travel to our main office in order to receive services from the EDE department.

b. Staff Composition: All counselor and intake positions within the EDE department continue to be staffed. The

VPK SMP Manager position has been filled, as well as the Service Agreement Assistant position. We have one
vacant position in the VPK payment department as a result of attrition; we expect to fill this position shortly.

Il. CHALLENGES AND BARRIERS (School Readiness)

a. Were there any unanticipated results, either positive or negative that impacted service delivery? If so, please
describe.

The approval of the new reimbursement rates for providers proved to be very labor intensive; a lot of extra time
had to be devoted to update the system and to prepare and execute the Service Agreement amendments that
needed to be executed to reflect the new rates. Another challenge was the request by OEL to manually count
all VPK children absences for fiscal year 2006-2007.

b. Did external or environmental factors affect (e.g. hurricane, economic downturn, staffing shortage, efc.) the
achievement of your performance outcomes or anticipated goalstimeline? If yes, please describe and explain
what you did to address these issues?

The process of signing all providers under Service Agreements became very tedious due to all the items that
needed to be reviewed and tracked in order to produce and complete approved packages. Even with the help
of a new part-time staff person, we are not quite where we would like to be with this process.
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