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Large numbers
and short
memories.




Fast gets all our attention,
slow has all the power.

Stewart Brand, Pace Layers



Nava’s mission is to
make government
services simple,
effective, and
accessible to all.




We are ten years
in on a fifty-year
project.




SixX hundred
thousand lives.
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We are withesses to a
crime.

Bob Rafsky, ACT UP



73 BetaBoston

‘| can’t pay my rent. | have no food.” Unemployed workers
are on edge awaiting slow-moving jobless benefits

Unemployed workers in Massachusetts who haven't received ... than a
month for a new round of unemployment benefits to kick in said that ...
1 month ago

Millions
unemployed.




@he Washington Post

Democracy Dies in Darkness

Q Sections = Signin &

Capital Weather Gang

Deaths mount, millions still without power amid
new winter storm

Nearly 3 million customers remain without power in Texas and more cold, snowy weather is expected
Thursday




None of this
was inevitable.




Any sufficiently
advanced neglect
Is indistinguishable
from malice.
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Finding the high leverage
points.



They are just waiting for me to die,
then they can close my case and
forget about me.

Veterans Appeals Experience research report



Form 8

Veterans Affairs

\‘\2\ Department of Veterans Affairs CERTI FICATION OF APPEAL

1A. NAME OF APPELLANT (If other than veteran) 1B. RELATIONSHIP TO VETERAN

2. FILENO.

3. LAST NAME - FIRST NAME - MIDDLE NAME OF VETERAN

4. INSURANCE FILE NO. OR LOAN
NO. (If pertinent)

THE APPEAL IS FOR (State the q ion(s) at issue clearly and concisely.)

5A. SERVICE CONNECTION FOR

5B. DATE OF NOTIFICATION OF
ACTION APPEALED

6A. INCREASED RATING FOR

6B. DATE OF NOTIFICATION OF
ACTION APPEALED

7A. OTHER

7B. DATE OF NOTIFICATION OF
ACTION APPEALED

8A. APPELLANT REPRESENTED IN THIS APPEAL BY (Name of organization, attorney or agent)

8B. ONE OF THE FOLLOWING IS ON FILE AS AUTHORITY FOR RECOGNIZING SUCH REPRESENTATIVE IN THIS APPEAL

D POWER OF ATTORNEY (WHEN SERVICE ORGANIZATION OR AGENT IS E] CERTIFICATION THAT VALID POWER OF ATTORNEY OR DECLARATION OF
REPRESENTATIVE, OR WHEN AN INDIVIDUAL IS RECOGNIZED PURSUANT REPRESENTATION IS IN ANOTHER VA FILE (If so, specify file)

TO 38 U.S.C. 5908)
[C] DECLARATION OF REPRESENTATIVE (WHEN ATTORNEY IS REPRESENTATIVE)

8C. CHECK IF APPLICABLE

[:l THERE IS ON FILE AN UNREVOKED POWER OF ATTORNEY AND A DECLARATION OF REPRESENTATION BY AN ATTORNEY.
CONSEQUENTLY, THE FILE CONTAINS A STATEMENT SIGNED BY THE APPELLANT WHICH CAN BE CONSTRUED AS AUTHORIZING
THE REPRESENTATIVE NAMED IN 8A ABOVE TO REPRESENT APPELLANT IN THIS APPEAL.

8D. IF AGENT DESIGNATED, IS HE/SHE ON
ACCREDITED LIST?

[ves [Ono

9A. IF REPRESENTATIVE IS SERVICE ORGANIZATION, IS VA FORM 646, OR EQUIVALENT, 9B. IF VA FORM 646 IS NOT OF RECORD, EXPLAIN
OF RECORD?
Oves [Owno
10A. WAS HEARING REQUESTED? 10B. IF HELD, IS TRANSCRIPT IN FILE?

[Jves [no Oves [Ono

10C. IF REQUESTED BUT NOT HELD, EXPLAIN

11A. ARE CONTESTED CLAIMS PROCEDURES APPLICABLE IN THIS CASE? 11B. HAVE THE REQUIREMENTS OF 38 U.S.C. 7105A BEEN FOLLOWED?
[ ves ] No o *¥Es.” compiete item 118). [ ves [Ono
12A. DATE STATEMENT OF THE CASE FURNISHED 12B. SUPPLEMENTAL STATEMENT OF THE CASE

[C] REQUIRED AND FURNISHED

[] ot REQUIRED

13. RECORDS TO BE FORWARDED TO BOARD OF VETERANS' APPEALS
[] crorxcr [] reer [] roanGuar.F [] outpatienTF

[] macTive cr [] TrAINING SUB-F [] NsuraNce F [] HosPITAL COR.

[] x-ravs
[] stioes







400,000

300,000
Caseflow
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rz& FEDERAI_ NEWS NETW[]RK TECHNOLOGY v DEFENSE v WORKFORCE/MANAGEMENT v PAY & BENEFITS v COMMENTARY ¥ AUDIO

VETERANS AFFAIRS
VA sees trust improve by 24 % in five years, thanks to veterans experience
effort

4 By Nicole O k @ koWFED
J:neli(,)2602$r¥1sz409 am nog)rfn:)in read ﬂ ﬂ ﬂ E E

Trust in the Department of Veterans Affairs among veterans is up 24% since 2016, when the agency, still reeling
from a highly publicized wait time scandal, launched a concerted effort to measure their customers’ perceptions
and experiences.

VSIGNALS SURVEY DATA 2016 - Present

39,468,074 VA-Wide Trust Over Time
VSignals Surveys Sent (total) 85
NN 80% o
80 79%
6,878,025 e -

VSignals Surveys Received (total)



Do the hard work to make
things simple.










Integrated Benefits Initiative: Vermont

Securely send in
documents

Use this site to upload documents for
either:

« Your healthcare application, or

e Your 3SquaresVT, Fuel Assistance, or
Reach Up application

You can use your computer, phone, or
tablet.

I'm uploading documents for my:

Select one of the following options.

Healthcare application
3SquaresVT, Fuel Assistance,
and/or Reach Up application

Enter details about the Head of
Household on your application. This
helps us match your documents to the
right case.

Learn more about the Head of
Household.

First name N

Last name

Social Security Number

Date of birth
For example: 4 28 1986

Enter info about the Head of Household.

€ Back

Upload documents

Upload documents that you have been
asked to send, one at a time.

[ Choose file

Finish and submit

Upload files from their device, 1 at a time.



Integrated Benefits Initiative: Vermont

o

For one of my clients who was knocked off Medicaid, |
scanned and uploaded his income verification.

Within 3 hours, | was able to call him and tell him his Medicaid
was active. It was amazing.

— Healthcare Assister at Northern Vermont Regional Hospital



Integrated Benefits Initiative: Vermont

o

The only reason we didn’t reach out is because there
were no issues at all, everything is working perfectly.

— Jimmy Crisante, Barre field office



Integrated Benefits Initiative: Vermont

Medicaid for Aged Blind & Disabled (MABD). Working People with
Disabilities. Long-Term Care (LTC) (including Choices for Care). Inmate
Suspension Program. Medically Needy Program. Medicare Savings
Program. Refugee Medical Assistance. Special Medicaid Groups (Breast
or Cervical Cancer Treatment, Deemed Newborns, Children with
Adoption Assistance or Foster Care, Guardianship Care Under Title IV-E,
Special Needs Adoption, Former Foster Children, Family Planning
Services). VPharm, Healthy Vermonters Program. Medicaid for Children
& Adults (MCA). Transitional Medicaid. Hospital Presumptive Eligibility.
Subsidies for Qualified Health Plan (QHP), Federal and State Subsidies.
Supplemental Nutrition Assistance Program (SNAP) 3SquaresVT. Reach
Up (Temporary Assistance for Needy Families — TANF). Reach Ahead.
Post-Secondary Education (PSE). Reach First. Essential Person (EP).
Low Income Home Energy Assistance Program (LIHEAP). Crisis Fuel
Assistance. Utility Discount Eligibility Unit (UDEU). Energy Assistance

Dradram VVarmont Danftal Quibhecicdv Emardancyu Accickancae Dradram



Leave it better.
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Login Create a Medicare.gov account Authorize this app to use Approve authorization
Username our Medicare.gov account ;
© vourintormation @ verygercty € CHEUEMSME @) Contrmation Y g You are authorizing CMS to enable XYZ
[ Type your username } passn . . App to have access to your Medicare
This will allow the application to read d
Password Medicare number Last name your Medicare claims data. ata.
[ Type your password j [Type your Medicare number ] lType your last name ‘ Read notices or Read warnings
Where can | find my number? Username
[ Remember me ontis compurer
Zip Code Gender { Type your username I Access approved
Forgot your username or password? l Type your Zip Code l [ Select gender - ‘
Password .
For example: 07 04 1776 r example: 07 04 1776
Month Day  Year Month Day Year [ Type your password ]
Privacy policy
Terms and Conditions
Don't have Part A2 D Remember me on this computer
3 r
D Information entered above is true to best of my knowledge Forgot your username or password? Privay

D Agree to rules and regulations for using this site

Online services and web confidentiality agreements

Don’t have an account?
Continue

g in

Privacy policy Afe
Terms and Conditions

DLINGEVEERERGILIEE Create one

Medicare.gov
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A Friedman doctrine—

The Social
Responsibility

Of Business Is to
Increase Its Profits

By MILTON FRIEDMAN

TAMING G.M—Chairman James Roche of General Motors (right)
mplies to members of Campaign G.M. (below, wearing “Tame G.M."
buttons) st the corporation’s stockholders' mesting in May. Repeesenta-
tives of the campaign demanded that G.M. name three new directors to
repeesent “the public interest™ and set up & committes to study the com-
p:‘nylpm‘mmwdumdp*kmnu‘dywdpm
Tl tholdess d the

apperently in response to the second demand, recentiy named five directors
toa pubk-pekyeom-ﬂh e.” The author calls such drives for social
Mhty in besiness “pure and unadulterated socialism.” adding:
"Busimersmen who talk this way are unwitting puppets of the intelloctual
forces that have been undermining the basis of a free society.”

HEN 1 hear businessmen

speak eloquently about the

“social responsidbilities of
business in & frec-enterprise system,”
1 am reminded of the wonderful lise
about the Frenchmaa who discovered
at the age of 70 that he had been
speaking prose all his lfe. The busi-
nessmen belleve that they are de-

they are—aor would be if they or amy-

cne else took them  seriously—
pure and

socialiam. Businessmen who talic this

way are unwitting puppets of the in-

tellectual forces that have been ua-

dermining the basis of a free soclety

to say that "hu*ess" has responsi-

bilities? Only people can have re-
sponsibilities, A corporstion is an
artificial person and in this sense
may have artificial respomsibifities,
but “business” as a whole camnot be

ward clarity in examining the doc-
trine of the social respomsibility of
business is to ask procisely what it
implies for whaom,

Needless to say, this does not
mean that it Is easy to judge how
wull e is perfornsing his task. But
at least the criterion of performance

r the who
are to be responsible are busioess-
men, which mesns individusl pro-
prietors of corparate executives.
Mast of the discussion of social re-
sponsibility is directed at corpora-
tions, so in what follows I shall

Is ward, and the persons
ameng whom a voluntary coatract-
wal arrangement exists are clearly
detined.

Of course, the carporate executive
is also a person in his own right. As
a persom, be may have many other

- at B

order to contribute to the sockl ob-

price
the best interests of the corporation.
Or that be is to make expenditures
on reducing polation beyonsd the
amount that is in the best interests
of the corporation or that is required
by law in order to contribute to the
social objective of kmproving the en-
vironment. Or that, at the expense of

mostly neglect the pro- or
peietor’ and speak of agsumes 1o his femily,
executives. his conscience, his feslings of char-

IN a fres-enterprise, private-prop-

ity, his church, his clubs, his city,
his country, He may M impelled by
these

erty system, a
is an employe of the owners of the
business. He has dlnd responsibility

as wnhy, to refuse o work for
even to leave

to his empl
is to conduct the buﬂnes: in accord-
ance with their desires, which gen-
erally will be to make as much

ponuml will not have mosey profit
as his ubl-clwe but the rendering of
certain services.,

In either case, the koy poiat is

Bis job, for example, to jolm his
country’s armed foroes. If we wish,
w!mayrvf«lomfnoluﬁnm-

employers or the time or energy he
bas contracted to devote to their
purposes. If these are “social re-
spoasibllitics,” they are the social
responsibilities of individuals, not of

business.

What does it mean to say that the
corporate exccutive has a “social re-
sponsibility™ in his capacity -s hn.l

that, n his capacity as a

said 1o have even in
this vague sense. The first step to-

Inupl&d h'wulnh—lv
of Campaign GM.

the mamager Is the agent
of the individwals who own the cor-

¥ this
nrhmdc,l!mustm.mllhe
Bmxllnwmwtythltltnolh
the intarest of his employers. For ex-
amnple, that he i to refrain from in-
ereasing the price of the product in

profits, be is to hire “hard-
come™ usemployed instead of better.
qualified available workmen to coo~
tribute to the sockal objective of ro-
ducing poverty.

In esch of these cases, the cor-
potate executive would be spending
someone else’s momey for a gemeral
social interest. Insofar as his actions
in accord with his “social respon
sibility” reduce returns to stock-
holders, be is speading their money.
Insofar as his actions raise the price
to customers, he is spending the
customers” money. Imsofar as his
actions lower the wages of some em-
ployes, be is spending their money.

The stockholdens or the custossers

#o, The executive is exercising a dis.

employes,
money in a different way than they
would have spent it

But if he does this, he is in effect
tmposing taxes, on the one band,

(Continwed on Page 122)



Enrolled tens of millions.
Saved decades of time
for the public and civil
servants. Saved hundreds
of millions for agencies.



Large numbers
and short
memories.
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Find a way to
allow this moment
to fuel us.




All the rest of my
accomplishments
evaporated.




The skills you’re
building here are
needed in the
public sector.




The heroic individuals myth,
aside from being inaccurate,
could mislead contemporary
activists away from the fact
that — in America - political
progress is won by coalitions.

Sarah Schulman, Let the Record Show: A Political History of ACT UP New York, 1987-1993



Places to
intervene in a
system.




]8F ‘rﬁ' U.S. DIGITAL SERVICE

Canada

o ’

SERVICE

-
oo

CODE for

SAN FRANCISCO AMERICA DIGITAL

DIGITAL SERVICES

) — 4



Progress takes
work.




Take an
opportunity to
fuel yourself.
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Questions/Discussion




