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Agenda

Overview of ConneCT and stats
Business model and centers approach
Customer Portal options and tips 
(MyAccount, changes, applications)
Where medical applications begin
FastLink cover sheets 

Your questions 



ConneCT Project Overview -
Project Vision & Objectives

ConneCT Objectives
– Improve Client Access
– Achieve Better Quality Outcomes
– Enhance Customer Service
– Reduce Costs
– Provide a Technological Framework for 

the Future

Three Components
– Web Services
– Telephony
– Document Management and Workflow



ConneCT Release Overview (#’s as of 10/31/14)

Functional Overview Status

MyAccount
(Client 
Accounts)

Provides secure, anytime 
access to generic and case-
specific information to clients 
via the Internet.

Currently Live 
(http://connect.ct.gov)

97,697 Accounts created

Am I Eligible?
(Pre-Screening)

Allows clients to independently 
check for potential eligibility 
online without having to visit or 
call DSS.

Currently Live 
(http://connect.ct.gov)

85,227 program inquiries

Interactive 
Voice 
Response (IVR)

Provides secure, anytime 
access to generic and case-
specific information by phone.

Currently Live 
855-6ConneCT (855-626-6632)   
142,783 phone accts

Document 
Management 
and Workflow

Provides centralized access to 
documents and visibility into 
document status.

Currently Live – documents 
scanned, indexed and available via 
electronic workflow to staff

7,120,216 documents scanned 



ConneCT Release Overview  (cont.)
Functional Overview Status / Target Date

Benefits Center Provides a centralized, 
consistent  enterprise 
system for receiving and 
servicing incoming calls.

640,532 calls have reached 
DSS BC workers to date 
(~ 10,000 average/week)

Online Application Allows clients to apply 
online and provides a 
dynamic verification 
checklist to clearly explain 
what verification is required.

43,235 applications have 
been submitted online since 

October 2013  

Online Change 
Reporting 

Allows clients to report 
changes online.

Beginning December 2014

Online 
Redeterminations

Allows clients to conduct 
redeterminations online.

TBD - 2015



A New Business Model A New Business Model –– The CentersThe Centers

Service Centers 
All 12 Regional Offices

Processing Centers 
All 12 Regional Offices

Benefits Centers 
3 Regional Offices:  
Bridgeport, New Britain 
and Waterbury



Office Organization Model with ConneCT 

Service Group

Benefits 
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Processing
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IVR to Benefits Center Call Flow –
High Level Design

Telephony Services

Integrated Voice 
Response (IVR)
•General Info
•Case Info

R

EBT Card Replacement

SNAP (or other) Interview

App / Benefit / Doc 
Questions

ConneCT Online Services
877-874-1612

Forms Request

Service Group

Benefits
Group

Processing
Group

Benefits Center - Bridgeport

Service Group

Benefits
Group

Processing
Group

Benefits Center - New Britain

Service Group

Benefits
Group

Processing
Group

Benefits Center - Waterbury
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For TTY Assistance 

DSS has dedicated Eligibility Service 
Workers in each of our 3 Benefits Centers.

The toll-free number is 1-800-842-4524   



Benefits Center  - incoming calls

Benefits Center
Worker

and Supervisors

Benefits Center 
Console (Avaya)

Benefits Center Phone (VoIP) ConneCT Screen Pop

EMS Legacy System
Worker Portal



Service Center Client Activities 

Apply for benefits, complete re-determinations, report 
changes 
See a worker for scheduled appointments, and other DSS 
services
Access other Community Services/Providers, where 
applicable
Access forms 
Access envelopes/cover sheets 
Drop off documents



Wait Room Entry 

 

Service Coordination  
 

Client Wait Area 

Document Drop-off 
Area 

DSS Service Center – Concept Design (Not to scale) 

DSS Information 
Network Monitor 
and Viewing Area 

Queuing Monitor 
Roving Service 
Navigator 

Application Kiosks 

Reception/Queuing 
Kiosks 

Courtesy Phone Bank 
to Benefit Center 

 



Statewide Caseload and Specialty Statewide Caseload and Specialty 
UnitsUnits

Types of processors: 
TFA Specialty – local pool 12 offices
LTSS Specialty  - statewide pool for active 
cases, but applications will be processed at 4 
application ‘hubs’ each with a geographical area 
Expedited HUSKY A Specialty – statewide pool 
for presumptively eligible medical cases. 
General Processing– all other programs/tasks 
(applications, renewals, changes, pendings)
Phone Interviewers at Benefits Centers



Source of Work Generation from Client to DSSSource of Work Generation from Client to DSS

Workflow Workflow 
QueueQueue

Benefits Center
phone contact 

requiring follow-up

Online
application, changes

Incoming Mail
received in the 

document imaging 
center

Service Centers
using kiosks or being 

seen face-to-face
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ConneCT Worker Portal – A Closer 
Look…



ConneCT Customer Portal



Step one – assist client with creating the 
“MyAccount” (also part of application)

Enter first and last name
Email address is optional
Create unique user ID and Password 
Select 4 secret questions and answer them
Click user acceptance box
Associate MyAccount 
to the client ID (if known)
Password Resets
877-874-1612



Step 2 - accessing MyAccount



Step 3 - MyAccount Details



Helpful MyAccount materials are under 
the partner section of the DSS website.



NewNew - How to report changes online





Complete all screens, submit change & 
verify by mail or upload online 



Using the online application



Benefits to applying online

You have a “receipt” of the date and time it was 
submitted.
It is transmitted directly into ConneCT with no need 
for scanning or any mail lag time.   
An application ID is provided that can be used when 
calling DSS.  This is helpful when there is not yet a 
client ID.   
You can start the application, save it, and then return 
to it once you know the answers to all the questions.
Verifications can be mailed or uploaded where they 
will electronically attach to the application.  



If helping complete the application, 
you can check the proper radio button 



Provide name and agency info



Complete application with client

Answer each applicable question - remaining 
questions pertain to the client
Red asterisks are mandatory
If client wants to authorize you to check on the 
application status, complete field on signature page
Client signs electronically
You should sign as a helper (unless you are an 
official Authorized Rep or Power of Attorney) 





How to apply for medical beginning 1/1/2014

HUSKY A, B or D - Apply through Access 
Health CT (AHCT)
– Online at www.accesshealthct.com
– Call 1-855-805-4325 to apply over the phone
– Call 1-855-805-4325 to ask for a paper application
– Can also apply in person at any AHCT storefront, 

with any community assister or navigator, or at a 
DSS office – no wrong door

HUSKY C - Continue to use W-1E application sent to 
DSS Scanning Center or apply online via DSS ConneCT.



Access Health CT
CT Health Exchange/Marketplace

The following Medicaid populations will apply via 
AHCT:
– HUSKY A (Kids under 19)
– HUSKY A (parent/caretaker relatives)
– HUSKY B (Kids under 19 over income for Medicaid)
– HUSKY D – Adults -19-64 (Medicaid Lowest Income 

Populations)
Applications started on the DSS ConneCT site for 
SNAP/cash, are routed to the AHCT website for 
medical coverage



HUSKY C
Medicaid Aged, Blind, Disabled

HUSKY C remains with DSS
Income rules did not change.  MNIL – Medically 
Needy Income Limit applies.
Asset Limit remains $1,600 for an individual.
Spenddown still in effect
Disabled clients not yet on Medicare may choose 
HUSKY D.
Medicare recipients are not eligible for HUSKY D.
Medicare recipients who are also parents or 
caretakers may use HUSKY A group.
SSI recipients may use AHCT for HUSKY D or apply 
via DSS for HUSKY C.





Additional ways you can help…

Encourage our customers to use the bar-coded 
FastLink cover sheet and the envelope DSS provides 
for return of all documents.
When you send docs on behalf of a customer and do 
not have the bar-coded cover sheet, please print one 
from ConneCT for people with a client ID, or use the 
application FastLink cover sheet when they are new to 
DSS. (This is part of the new W1E application form.)
Note the client ID on each document submitted.
Submit authorization form (W298) to DSS if necessary, 
so the Benefits Center reps can discuss any active 
cases issues beyond payment information with you. 



FastLink

General 
cover 
sheet



FastLink

Application 
cover sheet –
page one of 
the W-1E



FastLink

PE 
HUSKY 
cover 
sheet –
fax to 
(860) 
812-0006



ConneCT client portal – cover sheet
https://connect.ct.gov/



ConneCT client portal cover sheet



FastLink cover sheet to print 



Thank you!

Your questions?


