EXECUTIVE QFFICE OF THE PRESIDENT u}(?- i .Q,.-.:k\’
COUNCIL OF ECONOMIC ADVISERS - ei~

WASHINGTON, D.C, 20500 6},\« .

November 17, 1993

F.l
2 |
MEMORANDUM FOR BRUCE REED, DBC. ~
FROM: BILL'DICKENS Z. R
. %
SUBJECT: Attached Memo. ' = °

. ¢

iﬁ * st IS w T
# 9 B

. LI X .

Ag part of the Cﬁh’s ongalng 1ntere$t in worker
participation, -and ny work with welfare reform, I made a visit to
Merced Countyvﬁuman Services when T was.in California for the
Welfare Reform hearings.. The - attached memo describes what we
might learn from their apparent success. Bonnie Dean tells me
that Kathy Way is’ warklng on these 1ssues and I hope to talk to
her before Saturday. o P
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MEMORANDUM
COUNCIL OF ECONOMIC ADVISERS

Oetober 28, 1833

TO: LAURA TYSON
JOSEPH STIGLITZ
ALAN BLINDER
DAVID ELLWOOD, ASPE
BRUCE REED, DPC
KATHRYN WAY, OPD

FRCH: BILL DICKENS

SUBJECT: Merced County Model ' Program for Rainvanting Walfare and
Reducing Administrative Costs

4 series of management innovations using TQM principles,
including employee involvement, have saved Merced County
California’s human services office many millions over the last
five years while tremendously improving the guality of service
they offer clients. On NHovember 17th the director of the office
intends to hand a cardboard replica of the POTUS a check for %8
nillion representing the savings over the first year of operation
of their latest innovation -« a PC based expert system for the
delivery of ail) kinds of welfare benefits. Mercedssn experience
with this system has several leassons for wslfare administration
that lead me to recommend that we consider including a plen for a
wolfare information aystem in the walfare reform initistive.

Although the full range of innovations they bave introduced,
or plan to introduce, would take several pages to describe, two
large projects typify what they have done. In 1984 a worksy
managenent-comnittee designed, financed and built a new office
building. In deing so they greatly improved their physical
environment and replaced high lease costs with lower purchase
costs. They clalm savings of over a million dollars a year,

The building was designed with their next innovation in mind
-~ the introduction of extensive office automation., Many welfare
offices have moved to automated case processing, but this has
usually been done in a top down way that has been resisted and
resented by workers.. In Merced county line workers were involved
in the design of the system. Rather than going to a consultant
and asking then to come .in and design a2 gystem, Merced county got
thelr management and workers together and developed
specifications for what the system they wanted should do. In the
process of designing the specifications for the system they also
redesigned the way they handled welfare claims information and
processing, moving from a case and program sbtruciure to a family
based, single case worker, structure. The system they wanted
would allow them to input and handle cases in their family
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framework while creating reguired reports and check processing in
the standard case frameworks which differ for each program. They
hired Anderson consulting to develop a system that met their
specifications.

The system they developed was a PC network hased expert
system. The system contains all the rules for all the prograns
administered through the office. Training time for workers has
dropped from six months to six weeks.

Because the workers were involved in the development of the
system they seem to have a real sense of pride and ownership.
This is reflected in staff morale which is the highest I’ve seen
in any welfare office. A reflection of this morale is that
turnover has dropped from 35% to only 8% per year. Part of this

can be attributed to a pay increase workers got when the system
was introduced.

Qther claimed henefits of the new svstem:

* Intakes are completed in 1 te 4 days rather than I to four
WEeKS,

» Intake interviews take 2 instead of 4 hours.

* Clients are often informed immediately of the ocutcome of
their reguests rather than having to walt for weeks for mail
processing.

* The expert system allows even novice case workers o provide

uniform high guality service to clients,

* The computer system initiates many case actions {(follow ups,
etc.) eliminating the need for freguent case reviews.

. Training and implementation times for f£requent regulation
changes are greatly reduced. While many offices have
backlogs of up to two of three years in adopting to new
rules, Merced is current except for rules that have not been
conmpletely promulgated.

. The PC based system is easier and cheaper to maintain and is
more reliable than a mainframe based system.

’ staff has been reduced by 9% through attrition since 1989
while the number of cases handled by the agency has
increased 68%. Staff is down 28% from before the start of
the proiect,

s The bettom line is a claimed net savings of over $5 million
since the gystex became fully coperational in November of
lagt vear.
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Thers are large potential savings from the elimination of
overhead which can be realized by consolidating welfars
programs. Merced county’s experience demchstrates that
fully integrating the delivery of food stamps, AFDC, and
Medicaid can result in large savings while increasing the
gquality of the services delivered.

The administration of bensfits can ke integrated using
.autoration without changing the underlying programs,
Ideally, we would integrate all welfare programs to have
conforming eligibility criteria, regqulations, administration
‘and reporting requirements. This may be politically
infeasible. However, Merced county demonstrates that we can
accomplish much of the savings by designing front-end
rautomation which handles program differences in a way which
is transparent to users.

Automation can save moeney on training, re~training and
fraud. The Merced county expert system knows the rules for
eligibility and processing for a wide range of federal and
state programs much better than any case worker ever could.
Workers need only be trained in the principles of the
welfare system, not the specifics. When rule changes take
place re-training needs are minimal. Autonmated record
keeping -- particularly when family based -- allows
prefiling which can increase enforcement efficiency.

Automation of service delivery makes the administration of
new rules easier and simplifies compliance checks. When the
machine is responsible for knowing the detailed rules, and
not the workers, rule changes only require updating the
central rules data base and informing workers of the change.
Extensive training in the new rules is not required.
Further, there is no need to check to see that individual
workers are applying the new rules.. This could work at the
.hational level. If all welfare offices used expert systems,
the master rules data base for federal rules ¢ould be kept
in Washington greatly simplifying administration of and
compliance with rule changes.

It is important to invelve employees in the design and
inplementation of naw technologies, and to recognige
responsible and effective participation with rewards. 1In
many offices workers have resisted the introduction of
avtomation., In Merced the workers appear to have

» enthusiastically embraced it. Management’s efforts to
involve workers in the process, and to recognize increased
responsibility with pay raises has facilitated this.



Recommendations:

*
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To the extent possible we should integrate existing welfare
programs. Integration runs into turf conflicts, but the
potential savings are huge. This should be an important
agenda item both for welfare reform and reinventing
government., If this can’t ke accomplished by legislation
which harmonizes regquirements and administration we should
get what we can out of auntomation to simplify the
administration of parallel programs,

Just as the labor department’s specifications for their
comprehensive worker adjustment initiative contained plans
for a national information system for matching iobs and
workers, the welfare reform should contain a plan for a
national welfare information system. This will be necessary
for the administration of time limited benefits unless vwe
want to lgave an enormous loop-hole in which people who have
exhausted benefits in one state move €o another to start
receiving them again., The system could integrate IRS
records and welfare records to simplify enforcement. It
would streamline reporting both for states and federal
agencies, It could also serve as a way of administering
rule changes as described above.

Rather than imposing a particular system on stsates, the
federal welfare information system should specify formats
and standards for d4ata and communications and leave systenm
design to local governments. There is probably enough
diversity in state programs and the needs of different
jurisdictions to warrant this by itself, but the importance
of involving workers in the process of the adoption of new
technology nmake the case compelling. Further, by allowing a
greater range for innovation we potentially learn a great
deal about what types of systems work best where,

An appropriate role for the fadersal government in the
developmant of loeal systems is the gathering and
disgemination of information on system design. HHS could
house a program to study systems for automating welfare
delivery and produce written reports on the results as well
as conducting seminars for committees of welfare managers
and workers.

Alioia Munnell
Bonnie Dean
Isabel Sawhill
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Read This,
Al Gore -

'Can cash-strapped Tulare County afford leading-edge

automation for its luman services department?
To re-invent government, it can't afford anything less.

il e w!imﬁ? :

lmrwznm“r&xz!wmissmt wail of
crying babies filtering through the
Piexiglas wails, the small wom could
pass for an adult video arcade or a
state-of-theart information kiosk at ¢
theme park. Casually and colorfully
dressed people are parked alone or in
pairs in fromy of six glowing PC
sereens, intently watching the video
images and Hsteming to the accompa-
nying sounds, and occasionally touch.
ing the screens to trigger new video

e i I

gatar technology,

ks 1y o

sction. But these computer users arenit
playing games ar looking for Space
Mountain, They are at 2 welare office
appiving for assistance, and an anificial
intelligence program is helping to
determine whether they qualify. *We
knew there had t be a better way of
handiing point-of-contact client entry,”
says cowboy-booted deputy county
exeontive Gerard Rersten, uncharacter-
istically lapsing into 2 bit of buresu.
crat-speak. “And this isit."” .

1942 U!h
 Aesunto
ke =

Welfare & not the only thing that's
gone high-tech around these offices,
Secigl workers consult wireless-
modem-equipped laptop computers as
they raee to child sbuse investigations,
and the district attomey’s office goes
on-line t6 trck down and attach the
wages of deadbeat dads,

Located in Califormis’s sunbaked,
agrazian interior not far from Fresno,
Tulare is one of the state’s least afilu-
ent counties {the median household
income #s $24.500], vet it has automat-
od much of its social services withous
so much as % small grant from the
state or feders] government.

Tulare’s transition from hard case
to showease began around 1987,
“Tulare County is 2 magnet for people
on government sssistence,” Charles
Hamess, chairman of the Tulare Coun-
ty board of supervisors, says flatly,
*Califormis pays the highest benefits in
the nation, sbour $603 a2 month for 2
family of four, compared o $18% in
Texas, That's combined with the faer
that Tulare County has ane of the low-
est costs of Living in the state, and thzt

The county suffers an unemploy-
ment rate of 18 peroent, and out of a
population of 320,000, some 9500 are,
on public assistance. That figure rises

at Jeast three percent every yean in
199& alone it jumped 20 percent.
About four-fifths of the public assis-
tancs money comes in roughly equst
amounts from the state snd federal
govemmenty. But in California, coun.
ties are ultimately responsible for
administering the aid programs, and .
Tulare's human services programs
were stretched thin, “We knew that
the way wo were going, we'd have to
just keep hiring more people, even
though in this recession we had less
mancy to spend,” says Hamess,

Put if the county administrsiors
were worred about coming up with
the money to cover riging human ser-
vices «osts, the social workers and
other providers were equally worried
about the deteriorating quality of ser-
vices . a time when posple needed

Forbies ASAP
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them most.

Tulare decided 10 tackle the prob-
lemn i an unusust fashion: it wounld
agomate its way owt of wouble, Nor
mually, kxal governments rejeet ambi-
tious information technslogy programs
out of hand because of their costs. Bux
Tulare officials-pechaps because they
didn't realize just how ambitious their
plan was—decided they would fimance
new systoms without adding to the
consnity’s budget. Officials would sim.
ply hold open the positions of departing
human services workers and invest
their salaries in T projects, hoping the
systems would come on-line sonn
enough and work well enough w0 pre-
vent the remaining employees from
collapzing under the strain of che
reduced work foce. “fe was 2 busden
en our employees; the sacrifice was
theirs,” says Hamaess, “But we have

been 108-percent self-financed.”

It took the help of a2 systems inte- : &
grator, hired without additional funds s A-..m%%%"i%;b”am Ry
{ser sidebar), bt by 1990 a number of 0% ihe 371 miion 5 o ‘,MW
the wish-list systems envisioned by | was doing. m the - ¥

‘ VWW ;m.,m
the various departments had come  and Wﬂ@ m &*‘- eveir beating "“
inte being. Since then, the hunsan ser- Dﬁﬁ”
viges picture in Tulare has improved.

PREVINTING AN EXTRA DAY

oF Anusk

Prudence Morrds is a case in point, A
child protection worker, Morris
doesni’s book like an early adoprer of
computer technology, She is a short,

sturdy woman who manages o main-

ifficulties of her job: this morning, for [ mitter of senlin cliond maniperi anid sels b9 prioritize long feres b
¢xarople, she met with 5 ﬁ%mﬂld ZN . e dan'e Bave o m.»{gﬂm : .vm‘f,z«mmu’,_‘.p_.
by whom palice had found ar dawn ; divectes “W“”.*W" vs:-\ S Rpr L e
waadering alone through downtown r} i dimetet W derreg
Visalia, W e ok

When she sarred her job four years ! o

ago, she recalls, reaching an shused or ¢ 4 ! 4
neglected child entailed 2 convoluted & press o W; priry ,W%&@?%ﬂﬁ ‘
process. When someone phoned in a &éﬁ&}f" TR ‘; SRy 55;‘ ___wiaawg v

tip, a social worker had wo call the
nearest prowective sexvices office, Then
d:sylmdwéwﬁmadcmﬂeﬁmaf IR : ' -
the call and its routing, which was iihe oinirme L
later sent 0 2 clerk for filing. In emer- % ,&Qq “@%F"“" “‘*“Mﬁ&a*mms
gency cases, the screever had to call e *""“i‘&g% e A lliing Cinin
the police first.

Even urgent cases sotnetimes took
as long s 30 mintes w be routed o

[ERp e Sty

a protective services worker, during il find St il T s Specice in

Aty P2 L5 ]

- m,g these syszexns :izszzz yc lmd,” hexsaya

l.-; ‘-,a-zs
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which time a child might have w0
watch the police arvest a perent. Less
urgent cases coukd languish & day.
“Missing a day sometimes mwans 2o
extrs day of shuse we could have
saved 2 child from,” says Morris.
“Warse, we've had children move dur-
ing that day and sever got to helps
them.” Even when workess wese ghble
to get to the scene on time, the inac-
cessibility of the information filed
sway by & clerk sometimes prevented
them from reshizing they were desling
with a repeat abuser. In some cases,
they couldn’t even find the rzght
spartment. “We were flying blind,”
says Mogris,

Two yoars 420, “the child protective
services department got 2 new infor-
mation system. Now when a county
worker receives & call, she types her
report directly into 2 2C [the caunty
uses 2 mix of NEC, BM and Compag
machines] ansd it prings out at the near-
est office, Jeaving the worksy inngedi-
ately frec to take the next call Work.
ers can ipstantly acoess all ceront #nd
historical case information via their
dasktop FCs, 80 they can obtain all ol

- evant case information before they

-~

leave the office. If they get calls whilke
they're out of the office, they can use
NEC laptaps equipped with wircless
modems 1o retrieve the information.
“YThose things are just wonderful, ™
gushes Morris, “Now it's very frustrat-
ing to have to do without them if one
of thém needs repainng.”

it was this hunch-—that svesn peo-
ple whe had never had anything 10 do
with computers could be comfortable
interacting with them—that led the
then head of Tulare’s welfare office to
propose “eligihility kiosks” to help the
county cope with the swelling welfare
rolls without hiring more workers,
Public officials also thought the liosks
would reduce errors, Built amund BM
Ps2 mods] &0 PCs connetted to a
mainframe computer, kiosks provide
users with an interactive multimedia
presentation fed from s video disk
player, As an image of g person takks
the zpplicant through the process in
English or Spanish, the applicant
touches the sereen to respond. An arti-
ficial intelligence program monitors
the responses to determing whick
questions o ekip {for example, men
won't be asked if they are pregnant),

When the interview has besn com.
pleted, the program produces the filled.
in }l-page form and makes 4 prelimi.
nary detesminasicn of cligibility. A
human wosker then rsviews that
determination, nccasionally overriding
the machine's decision in eonsidara-
tinn of exxennating circumstances,
“The kiosk will sometimes deny an
application because the person quit her
job,” explains eligibility worker David
Solis. “Bur H we see she quit bécause
ghe's a single mwsther who was having
trpuble getting good day care, we
miight glve it to her”

As for the county administrasors,
they seem to have gotwen what they
were Jooking for. Despite the growing
need far humans services, the work
force of providers has reaingd fairly
flat over the last fow years, “We were
caught by surprise when unemploy-
ment jumped from 15 percent to 19
percent this past June,” says Amold
Feiny, 3 friendly bulidog of 2 man whe
now heads the ocunty’s welfare depan-
ment, “Bat the system helped us han.
dle it without hiring more people” In
fact, the program is 50 sucoesshul that
the county is cansidering setting wp
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public kiosks with crediz card readers
10 allow residents to pay for cvery-
thing from proporty taxes to reserva-
tions in one of the county’s park
campgrounds.

Tuolare's burman services administrs-
tive couts per recipient are now the
lowest or nextto-lowsst i the state for
every category of sexvice, brags Hamess.
He coodits the feat (o the county’s com-
mitment o information technology.
“We stuck o our plan through hard
times,” he says, “and we absalucely
inzend w conidnue investing”

The county has received feelers
shout its systesss ot only from other
counties but from several sates
finchuding Oregon and Okishamal, a5
well a5 from Japan, Belgium and the
United Kingdom. Ironizally, the Cali.
fornia stste government is giving i the
cold shoulder, Deputy county execu-
tve Kersten says his biggest fear is
that the state could force Tulare to
give up its own systems for Jess pro-
ductive ones. “That would be 2 hig _"-
step hackwands for us,” he says.

iihm‘ it comes to cutting burcau- HARD €ASE Tulme Counly is @ mngnet for peaple on government gssis-
cracy, it seems there’s only so much tonce, says Chorles Ho chaitman of the ounty board of supprvisors.
. e county can do. &
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which time g child might have o
watch the police ayrest 3 parent. Less
urgent cases could languish a day.
“Missing 4 diy sometimes means an
extra day of abuse we could have
saved a child from,” says Morris.
"Worse, we've had children move dur
ing that day and never got to help
them.” Even when workers weee able
to got 0 the scene on time, the inse.
cessibility of the information filed
away by a clerk sumetimes grevented
thers from yealizing they were dealing
with g repeat abuser, In some cases,
they couldn’t even find the right
gpartment, *We were flying blind,”
says Mormis. .

Two years sgo, the child protective
services department got & new infor
mation system. Now when & county
worker receives a call, she types her
repart directly into 2 PC fthe county
uses o mix of NEC, M and Compay
michines] and it prints cut a1 the near-
est office, leaving the workey immodi-
ately free to txke the next call, Work-
ers can instantly acoess all cuayent and
historical cast inforawaton viz their
desktop PCs, so they can obtain all rel

- evant case information before chey

leave ¢he office. i they get calls while
they're ot of the office, they can use
NEC laptops equipped with wireless
modems to retrieve the information.
“Those things are just wonderful,”
gashes Moris, “Now &% very frustrat-
g 1o have 1o do without dhem i one
of thém needs repairing.”

It was this hunch—that even poo-
ple who had sever had anything o do
with computers could be cominrable
interacting with them-—that led the
then head of Tulare’s welfare office to
propose “eligibility kiosks” to heip the
county cope with the swelling wellare
rolls without hiring more workezs.
Public officialy alse thought the kiosks
would reduce errors. Built around M
P52 model 60 PCs connseted w 2
mainframe computer, kosks provide
usexs with an interactive multimedia
preseutation fed from a video disk
player. As 2o image of & person talks
the applicant through the process in
Euglish or Spanish, the applicant
touches the screen 5o respond, An arei-
ficial intelligence program monitora

the responses to determine which

questions to skip [for sxample, men
wan't be asked if they are pregnant),

When the interview has beews com-
pleted, the program produces che §lied-
i {l-page form and makes 2 prelimi.
nary determination of eligibility, A
human worker then reviews thar
determination, occasionally overniding
the machine’s decision in considera
rion of extenuating circumstances,
“The kiosk will sometimes deny an
application bocause the person quit her
job,” explains siigibility worker David
Sofis, “But i we see she quit becanse
she's & single mother whe was having
wrouble getting good day care, we
might give it to her.”

As for the county administrators,
they seem to have gotten what they
were Jooking for. Despite the growing
need for human services, the work
foroe of providers has remained fairly
flar over the last few years. "We were
caughi by surprise when unemploy-
ment jumped from 15 percent 1o 19
percent this past June,” says Amold
Fein, a friendly bulldog of 2 man who
now heads the county’s welfare depart.
ment. “But the system helyed us han-
dle it without hiring more people.” In
fact, the program is so successful that
the county is considering setting up

CRAIG BROWN'S

“ OVERHERD PRESENTATION

" \WAS SO IMPRESSIVE

NO ONE NOTICED THE

GUACAMOLE GN HISTIE



http:setti.ng
http:welf.a.re

public kiosks with credit card readers
w sllow cesidents to pay for every
thing from property taxes to reserva.
tions g one of the county’s park
campgrounds.

Tulares human services adminisua.
tive costs per recipient are now the
forwest or nextoto-lowest in the state for
every categury of service, brags Hamess.
He credits the feat 1o the cowny’s cons-
mitenent to information technelogy.
“We stuck to our plan through hard
times,” he says, “and we absaluely
intend w continue investing.”

The county has received feelers
gbous its systery not only from othey
counties but from several states
jincluding Oregon and Oklahowmnaj, as
well as from Japan, Belgium and the
United Kingdom, Ironically, the Cali-
formia state government i giving it the
cold ehouldey, Dieputy county execn-
tive Kersten says his biggest fear is
that the state could force Tulare w
give up its own gysiems for less pro-
ductive anes. “That would be 2 big
step backwaeds for us,” he says.

Whaen it comes 0 cuiting bureay.
craty, it seems there’s enly so much
one sounty can &, &

I
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September 29, 1993

THE DIRECTOR —We sLx»(é sl
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M-83-14
MEMORANDUM FOR KEADS OF DEPARTMENTS ARD AGENCIES

FROM: LEON E. PANETTA
DIRECTOR y

SUBJECT: Facilitatind®ousmer Survevs

In recent vears there has been increasing interest in
management strategies that incorporate accurate measurement of
"rlient satisfaction.® This Administration is commifted to
making the management of Federal programs responsive to the
needs of the public, Pursuant {0 Executive Order No. 12882,
"Setting Customer Service Standards™ (September 11, 18833,
customer surveys will become an important tool for meeting this
goal.

In order to make customer surveys more responsive tools
for agency management, the 0ffice of Management and Budget
{OMB], which has authority under the Paperwork Reduction Act to
approve such surveys, is undertaking three initiatives to
faciigtatﬁ their development, review, and operation. These
inglude:

1} preparing and disseminating a resource manual to advance
sound prefessional practice in the design and execution of
customer surveys and to promote further development of
agency capabilities;

2) emploving "generic” clearances to expedite approval of
certain voluntary customer surveys; and

3} soliciting the assistance of the recently established
Jeint Program in Survey Metheodolegy to design mechanisms
that will foster improved Federal capabilities for opinien
research with a particular focus on sound, efficient
methods for customer surveys.



Resource Manual: Recommanded Practices and Technical Guidanes

(MB plans to publish & respurce manual that will include
recommended practices drawn from the best methods and
procedures observed in the private sector and in Federal
statistical agencies. This manual is being developed by the
Statistical Policy Office of OMB with the assistance of the
principal Federal statistical agencies, and will inglude a
directory of statistical design, development, and research
services available from those agencies. The manual is intendsd
to promote efficlent planning and to permit more gxperienced
agencies to develop their own review capabilities. The manual
also will enable agencies to identify areas where training of
en~board personnel is needed to improve the guality of in-house
statistical work, to properly dsvelop and oversee contracts for
acquiring high-guality statistical services, or to develop
capabilities for technical review,

The basic manual will be released in Cctober 1893, It
will be supplemented from time to time to reflect current
experience and new resources. These supplements will include
information on new trailning and research resources as well as
prief case studies summarizing the methods used in successful
progrems £0 measure client satisfaction.

Generic Clearances

OMB will expand its use of generic clearances, which
involve advance approval of a well-defined class of low-burden
data collections that are documented at the time they are
actually used. First, OMB plans ¢ review and approve generic
clearance$ that permit sgencies to expand their capabilities
for routine gualitative research tasks (e.g., focus groups to
explore the validity of proposed survey methodologies) and to
make efficient use of existing agency experience in developing
and using such methods. Such generic clearances have in the
past included an agreed-upon limitation on methods and usage, a
burden cap, a2 periodic reporting requirement to update the OMB
Docket, and a commitment by OMB to review any specific
application within tw0 weeks.

Second, on oecasion OMB has approved generic clearances
for certain classes of quantitative surveys. One such
clearance included a catalog of tested and pre-approved
guestions from which individual surveys could be quickly
assembled in "kit® form. Since the parent generic clearance isg
reviewed by OMB, this model effectively uses agency expertise
in designing Or managing surveys, but coes not require
independent technical review within the agency. OMB will be
receptive to additional reguests for such clearances.



Third, in view ©f the need for increased measurement of
public satisfaction, OMB will also review and approve generic
clearances for woluntary customer surveys (both questionnaires
and focus groups) that assess agency performance. As set forth
in the NPR report, "voluntary" means truly voluntary, i.e., the
request for information has to be perceived as voluntary by
recipients in order that the burden of supplying the
information be a matter of absolute personal choice. For this
reason, this category does not include any questionnaires for
which the information is required in order t¢ maintain or
ehtain eligibilicy for a program ¢r henefit; nor would it
include surveys by regulators of regulated entities. Because
some designs for customer satisfaction or opinion surveys lack
statistical validity, care should be taken to ensure that
results of such surveys rsflect the target population, are
unbiased, and have response rates adequate te support
quantitative inferences. OMB staff will assist agencies in
addressing these issues.

Traininyg

OMB is working with the Joint Program in Survey
Hethodology (JPSM) to provide training and tools needed to
develop high quality surveys of client satisfactien. The JPSM
is a graduate education and research unit conceived by the
Statistical Policy Office of OMB as a means to provide
interdisciplinary training needed o improve Federal
statistical programs. In December 1992, the National Scienge
Foundation competitively awarded funds to establish such a
program to 8 consortium of twe universities and a private
survey firmnm.

The base curriculum of the JPSM, which already covers many
discipliines required for designing Customer surveys, will be
enhanced to address additional methods useful in developing
sound efficient surveys of Federal customers. These offerings
will permit agencies to improve their capabilities in this
important new area. (Classes will train agency staff to perform
in-house work and to develop the technical expertise required
to manage contracts for needed statistical services., BSuch
$k%ills will be an essential component of agency plans to
develop the in-house cgapabilities for technical review.
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Growth in » Welfare Cost Outpaces Number on Rolls

WASHINGTQN, Jan. 2 (AP) —
cost of running welfare programs is
rising more than twice as fast as the
number of people on the rolls, Federal
investigators say in a draft report. The
primary cause, they say, is a complex
and bloated bureaucracy. -

In the drafi, the inspector general’s.

office at the Department of Health and
Human Services says the Federal Gov-
ernment spends $6 billion to $8 bilion a
year helping states deliver food stamps
and Medicaid as well as monthly cash
benefits under the main welfare pro-
gram, Aid to Families with Dependent
Children.

The department’s mvesngators said
Federal administrative costs in-
creased by 43 percent from 1987 to
1991, to $4.9 billion from roughly $3.4
billion, while the number of recipients

in lhe three programs increased; on,
N - .'si -

‘ur’*n

average by.18 percem to 62.5 million

from 53.3 million,_-

'“The data do not support the conten-
tion that rising administrative costs
are the result.of expanded program
responsibilities,” says the report,
which was obtained under the Free-
dom’of Information Act. Y

The states and the Federal Govern-
ment generally split the admimistrative
costs of .welfare programs. But the
investigators say the Federal Govern-
men{ cannot determine what it is pay-
ing for at,the state and local level
without an expensive investment in au-
diting and montlonng

The-report ‘also: found that the Fed-
eral Government's contribution 1o ben-
efit payments under welfare, Medicaid
ahd food stamps was growing rapidly:
to nearly $79 billion 'in 1991 fmm $45

billion 1n 1987, an mcrease of 74 per-
cent,

In a separat.e report the mSpeclor
general's office says the system that
states use to charge the Federal Gov-
ernment for administrative costs has
“degenerated into a highly lechmcal
accounting and allocation maze."" ,°*

The investigators .say the ‘system
must be changed -or: tadministrative
costs will continue their *“accelerated
growth and’ remain burdensome and
costly to audir”y e s

The various welfare programs have
different and often .inconsistent .re-

quirements and are gverseen by differ- -

ent Federal agencies and Congression-
al committees. . Simplifying that bu-
reaucracy is a goal of the panel Presi-
dent Clinton has appointed to heip him
carry out his pmrmse “to end welfare
as we know i..” e,
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