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Awareness – Who Helps our Customers?
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Awareness – What is Quality Control?
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QC Actives 101 – QC Review System
A federal mandate and an integral 
component of responsibility for the State 
and 19 performance measurement counties 

Per CFR 275.14(b), States follow procedures 
outlined in the FNS 310 handbook to conduct 
quality control reviews

 Cases selected for review are randomly 
sampled per guidelines from the FNS 311 
handbook

QC Actives 101 - Purpose

Reviews are conducted on
active/ongoing cases to determine if 
households are eligible and receiving
the correct CalFresh benefits.
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QC Actives 101 – So Why Do QC?
QC reviews provide:

A method of measuring the validity of the 
CalFresh caseload

A basis for determining error rates
A timely, continuous flow of information on 

which to base corrective action at all levels of 
administration

A basis for establishing eligibility for bonus 
awards or State agency liability for excessive 
error rates

QC Actives 101 - Disposition

 Each active case selected by 
QC is eventually dispositioned as:

 Complete
 Incomplete
 Not subject to review
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QC Actives 101 – Basic Review Process

QC reviewers complete Active cases 
reviewing both the case record and 
conducting field reviews (conducting
and interview with household)

QC Actives 101 – Case Record Review

A review of the case record:
Identifies the specific components used by the 

county eligibility worker (EW) to calculate 
CalFresh benefits for households 

Shows the amount of CalFresh benefits 
authorized to the household in the 
sample month under review

Identifies any potential discrepancies resulting 
from misapplication of policy by the EW
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QC Actives 101 – Case Record Review

QC reviewers analyze:
Household Circumstances
Reported Changes
Certification Actions
Verification and Documentation in the 

case record

QC Actives 101 – Field Review

Field reviews allow QC reviewers to obtain
all relevant information about the
household’s actual circumstances which
relate to the household’s eligibility and 
benefit level for the sample month’s
issuance and to verify and document the
information
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QC Actives 101 – Field Review
Two basic activities:
Interviewing the Household
Making Collateral Contacts

QC Actives 101 – Field Review
HOUSEHOLD INTERVIEW

QC reviewers conduct a personal interview for 
active cases subject to review to determine the 
identity of the applicant and to explore household 
circumstances affecting the sample month's
eligibility and allotment

 QC obtains verification for all factors effecting 
eligibility or benefit amount, such as income and 
shelter deductions

 QC also verifies the certification month and 
sample month
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QC Actives 101 – Field Review
Collateral Contacts

Collateral contacts are needed when 
verification is not present in the case record or 
from the household

Discussions with collateral contacts focus on
information pertinent to the review yet may 
include factors other than those the reviewer
planned to verify

QC Actives 101 - Errors
Error for active cases results when a 

determination is made by a quality control 
reviewer that a household which received
CalFresh benefits during the sample month
is ineligible or received an incorrect
allotment

Thus, errors in active cases involve dollar loss
to either the participant or the government
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QC Actives 101 –
ERROR DETERMINATION PROCESS
 The error determination process is used to 

determine whether each active case is eligible, 
eligible with an overissuance or underissuance, or 
ineligible for the sample month

 Errors are only cited if the overissuance or 
underissuance of CalFresh benefits to the 
household is greater than $37.00

Episode I
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Awareness – Payment Accuracy and 
Error Rates

CalFresh Operations Bureau – CDSS
The CalFresh Operations Bureau is charged

with monitoring and ensuring the State
meets its performance measurement
standards:

Payment Accuracy (Active Error rate)
Case and Procedural Error Rate (Negatives)
 Timeliness of Application Processing
3-Day Expedited Service
30-Day Application
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Awareness – Effects of High Error Rates
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0.00%

Los Angeles 18.75% 7.70% 7.91% 6.27% 6.84% 3.16%

Fresno 7.68% 4.14% 0.99% 2.55% 1.63% 1.74%

San Bernardino 9.95% 3.22% 2.17% 2.50% 3.84% 3.03%

Riverside 7.30% 7.34% 3.01% 6.13% 2.54% 3.44%

National Average 8.26% 6.63% 5.88% 5.84% 5.99% 5.64%

FFY2002 FFY2003 FFY2004 FFY2005 FFY2006 FFY2007

QCError Rate ComparisonWith NationalAverage
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Past Performance – Payment Error Rate

 In Federal Fiscal Years 2000, 2001, 
and 2002, the state’s CalFresh active 
error rate was 13.99%, 17.37% and
14.84%, respectively.

As a result, in 2003, California was
assessed a sanction penalty of
$187 Million in 2003 for the prior 3-
year period.
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On January 2005, CDSS and FNS 
negotiated a settlement agreement, 
which consisted of:

No cash payment, and

$62.5 million of the penalty will be 
held in reserve over a 5-year period

Past Performance – Payment Error Rate

 CA also had the opportunity to waive
$12.5M in each year the State’s active 
error rate was below 7.4% from FFY 
2003 through FFY 2007.

 In that 5-year period, our error rates
were 7.96%, 6.32%, 6.38%, 6.32%, and
5.31%, respectively.

Past Performance – Payment Error Rate
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How California is subject to fiscal 
sanctions tied to the active (payment) 
error rate:

 Per the USDA-FNS Farm Security and Rural Investment 
Act of 2002, (Farm Bill)

 Effective Oct. 1, 2002, changes were made to the QC 
system that measures States’ payment accuracy in 
issuing CalFresh benefits. Sanctions are limited to 
States with a statistical probability greater than 95 
percent that their error rate exceeds 105 percent of 
the national average for two consecutive years. If a 
State’s error rate exceeds this threshold for two years 
in a row, a liability will be established
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How California is subject to fiscal 
sanctions tied to the active (payment) 
error rate:

 Revisions in the 2014 Farm Bill tightened SNAP 
quality control rules, which included eliminating 
the authority of the Secretary of the USDA to 
waive a sanction the year it was assessed and 
that all performance bonuses received by the 
USDA-FNS are to be reinvested to into CalFresh to 
improve technology, administration, and 
program integrity.

 The amount of the liability shall be equal to the 
product of the value of all allotments issued by 
the State agency in the second (or subsequent 
consecutive) fiscal year; multiplied by the 
difference between the State agency's payment 
error rate and 6 percent; multiplied by 10 percent.

 FFY 2015 – Payment error rate exceeds error 
threshold; however, no fiscal penalties are 
assessed

Sample Fiscal Sanction Scenario for FFY 
2015 and FFY 2016
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FFY 2016 – Payment error rate exceeds error threshold for 2nd

consecutive year

Amount of all allotments for FFY 2016 = $7,370,711,275 
FFY 2016 projected error rate = 7.71% or .0771

6.00% or .0600
.0771 - .0600 = .0171
10.00% or .100

Sanction Calculation:

($7,370,711,275 X .0171) = $126,039,162.80

$126,039,162.80 X .100 = $12,603,916.28 before regression

Sample Fiscal Sanction Scenario for FFY 
2015 and FFY 2016

FFY 2015 FFY 2016
Series1 $0 $12,603,916.28
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Projected Example of QC Fiscal Sanction for California
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Non-PMC vs PMC federal pass-on

 In the event of fiscal penalties assessed 
on the State, how would California be 
able to sufficiently fund counties that must 
still administer the CalFresh program?

Episode II…
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Thoughts on… 
How to improve Payment Accuracy?

Awareness – Strategies to Improve 
Payment Accuracy
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Strategies to Improve Accuracy
- Come up with instructions on how to conduct 

Complete and Thorough Intake/Recert Interviews

- Eligibility Supervisors reviews should include 
observing eligibility staff during phone and F2F 
interviews for Intake and Recerts

- Tailor QA reviews to incorporate a QC perspective

- Enter as much collateral contact information in the 
case record so QC reviewers maximize every 
opportunity to complete QC cases

Strategies to Improve Accuracy
- Educate customers on who QC is and the need to 

cooperate with a QC review

- Thoroughly explore the actual circumstances of the 
applicant and household because QC will

- Initiate proactive Corrective Action efforts by 
developing a Corrective Action Unit that is trained 
to provide “Technical Assistance”

- Work collaboratively with CDSS and each other
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Unclear-er Information
Unclear information is information about a 
household’s circumstances from which the 
Agency cannot readily determine the 
effect on the household’s continued 
eligibility for CalFresh or in certain cases

- Not Verified OR
- Information that is verified but the State needs 

additional information to act on the change 
appropriately

Unclear-er Information
Ask for verifications and document 

sufficiently why the information provided 
during the interview is “Questionable”

- QC will absolutely be able to follow behind an 
eligibility worker and obtain the “Actual” 
circumstances of applicants
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