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Delivering Comprehensive Social Services
Efficiently and Cost-Effectively

Quick Facts
Summary
Government agencies around the world
must provide more services than ever
before with fewer resources. To face
these unprecedented challenges and
meet their organizational mission, agencies need to increase operational efficiencies and effectiveness. The SAP®
Social Services Management for Public
Sector package helps social service
agencies streamline processes, increase
transparency, mitigate against fraud,
reduce costs, and allocate social benefits
more efficiently and effectively.

Business Challenges
•• Enable rapid service delivery, with
a high degree of individual attention
•• Manage change more easily by
increasing flexibility and agility
•• Meet taxpayer demand for increased
transparency
•• Automate complex service delivery
processes
•• Support citizen-centric visibility into
benefits
Key Features
•• Continuous case management and
processing – Meet increased demand
for services with existing resources
•• Cost-conscious decision making
– Satisfy demand for benefits in line
with budget allocations
•• Transparent benefits lifecycle – Create
a single electronic view of the client
across multiple benefit programs
•• Billing, collections, and benefits
disbursement – Manage, track, account
for, and report benefits information

•• Real-time citizen communications and
service – Help citizen-facing employees
access case information
Business Benefits
•• Increased efficiency of service delivery
through automated business processes
•• Enhanced regulatory compliance
thanks to business rules embedded
in the software
•• Simplified submission of citizen
applications via electronic documents
and paperwork
•• Less complex decision making by
supporting automated, collaborative
interagency processes
•• Improved accuracy and accessibility of
information using a centralized, shared
source of data
For More Information
Call your SAP representative or visit
www12.sap.com/industries
/publicsector/index.epx.

Government agencies around the world distribute trillions
of dollars annually in social services. But in today’s economy,
these agencies face unprecedented challenges. They must provide more services than ever before with fewer resources. The
SAP® Social Services Management for Public Sector package
can help by automating processes, increasing transparency,
reducing costs, and improving the effectiveness of benefit allocation – enabling the needy to receive the best possible service.
Difficult economic conditions, changing
family structures, and increasing migration of populations are all causing a need
for more government services – at the
same time that resources for social service agencies are being frozen or cut. And
while pronounced budget constraints
and lack of funding are prevalent in many
countries, public scrutiny and political and
regulatory challenges continue to escalate.
As a result, government agencies must
find ways to maximize investments and
effectively deliver essential social welfare
services to increasingly needy populations.
Yet most social service agencies are
supported by nonintegrated, inefficient
business systems that lack the flexibility
and agility needed to meet the growing
demand for social services. Multiple, disjointed software applications generally
cannot support a full citizen-centric
approach, as they do not offer visibility
into the benefits provided to each recipient, family, or household. Manual systems
increase the risk of error and place an
unnecessary burden on agencies to determine benefit eligibility, track benefits
received, and analyze measurable results.
In cases where multiple programs are
designed to work together and provide
the most effective service across complementary health and welfare solutions,
nonintegrated processes can further limit

visibility into recipients’ overall and
program-specific eligibility.
Despite these challenges, citizens expect
to receive rapid service, with a high degree
of individual attention. What’s more, taxpayers are increasingly demanding transparency in the services provided and the
cost of those services.
Social service agencies require technology solutions that automate and streamline complex service delivery processes.
The solution is software that can be implemented quickly and that provides rich
functionality to address all processes, from
identification of need, through coordination of benefits, to ultimate service delivery and outcome tracking. To meet these
needs, SAP offers the SAP Social Services
Management for Public Sector package.
Serving the Needy with Powerful
SAP Software
The SAP software helps government
agencies automate and streamline social
services processes from start to finish,
enabling multiple payment programs on
a single platform. It is designed for federal,
state, and local agencies that administer
and approve diverse social services and
benefits, such as unemployment compensation, maternity leave, retirement benefits,
and family services. This comprehensive

package helps you address the following
key business processes.
Continuous Case Management and
Processing
You can use the social services management package to drive more effective
and efficient processes and workflows –
enabling you to meet increased demand
for services with existing resources. The
software helps caseworkers and benefit
officers manage cases in a continuous
process, using automation to eliminate
inefficiencies and reduce errors. Users can
create cases with full details of all involved
persons. They can also create notations
about organizations, documents, benefit
decisions, and other case-related information, activities, or processes.
Cost-Conscious, Benefits-Related
Decision Making
With this software, you can consistently
satisfy incoming demands while monitoring budget allocations in compliance with
legal rules and obligations. To help ensure
that rules and entitlements are applied
consistently, the software guides caseworkers through the processing steps for
each case. Each application for social benefits triggers a decision-making process
that determines applicant eligibility and
benefits entitlement. The software also
supports caseworkers’ planning and task
management activities.
Transparent Management of the
Benefits Lifecycle
With this software, caseworkers can
gain a single electronic view of the client
across multiple benefit programs, enabling
a clearer understanding of citizen needs
and entitlements. As a result, decisions
can be based on a holistic view of the client, allowing, for example, the capping of

benefits or the provision of family entitlements. Powerful case processing functionality relieves caseworkers and benefit
officers from time-consuming manual processing efforts. These features also deliver
key information needed to support wellfounded decisions.

decrease response times and improve
overall service, the software can help you
increase citizen satisfaction and trust.
Citizens can file applications and other
paperwork using multiple channels, including paper-based forms, e-mail, fax, or the
Internet.

Billing, Collections, and Benefits
Disbursement
The SAP software helps you manage,
track, account for, and report information
on payments, collections, billing, and
refunds. With integrated functionality for
net calculations and support for downstream payment processes, the software
helps you evaluate agency payment obligations (or payment reductions to claims
stemming from other social programs).
You can remit funds with corresponding
general ledger entries in the appropriate
budgets. In addition to providing continuous, unified workflows, the integration
features support programs that are implemented at the federal level but administered by local agencies.

Rapid, Efficient Service Delivery
with Expanded Insight

Real-Time Citizen Communications
and Service
SAP Social Services Management for
Public Sector gives citizen-facing employees access to case information and comprehensive communications tools. As a
result, agency staff can answer questions
faster and deal with inquiries more efficiently and effectively. By helping you

The SAP Social Services Management for
Public Sector package provides an integrated approach to the management of
social services programs. With powerful
features that address service processes
from start to finish, the software can help
achieve the following benefits:
•• Increased efficiency of service delivery
through automated business processes,
which can reduce the manual effort and
time required to deliver services and
benefit payments
•• Elimination of duplicate data and
support for cross-departmental business processes, resulting in greater
operational efficiency and effectiveness
•• Creation of a flexible business
framework for providing benefits, while
enhancing regulatory compliance using
business rules embedded in the software
•• Simplified submission of citizen
applications, including documents and
paperwork required to determine eligibility or entitlements, and streamlined
management of paperwork

Government agencies must find ways to maximize
investments and effectively deliver essential social welfare
services to increasingly needy populations. To meet these
needs, SAP offers the SAP Social Services Management
for Public Sector package.

•• Reduced complexity of decision making
by supporting streamlined, collaborative interagency processes and greater
transparency in policies and benefits
•• Improved accuracy of information using
a centralized, shared source of data and
a single view of each citizen
•• Enhanced information access through
portal functionality that enables 24x7
information availability via secure,
remote login
•• Actionable insight through analytics,
allowing users to synthesize accurate
information from a wide variety of SAP
and non-SAP data sources, which helps
link strategy to execution across the
enterprise
•• Increased cost control and reduced
operational risk through improved
accountability and reduced fraud,
leading to more accurate payments
and improved budgetary adherence
Find Out More
SAP has been helping government
agencies enhance their delivery of social
services for nearly three decades. For
more information on how SAP software
can help administer, manage, and monitor social services programs, contact
your local SAP representative today or
visit us on the Web at www12.sap.com
/industries/publicsector/index.epx.

www.sap.com/contactsap
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