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Background and Vision

Background

As the ACCESS application continues to be modernized to Salesforce, there are opportunities to utilize Salesforce features 

to increase the way DHS communicates with its constituents. Help Center is a Salesforce tool used to create and manage a 

knowledge base of information. It is built on articles or informational documents about CARES processes, FAQs, or other 

support for site users (members, community supports, and IM workers).

Vision

The ACCESS Help Center provides applicants, members, partners/assistors, and public individuals and organizations a one 
stop shop for information related to topics such as application preparation, benefit maintenance, program-specific content 
and other topical or programmatic questions. The Help Center serves as an effective, easy to use, and inclusive tool that 
supports the ability to use multiple forms of media to maximize the effectiveness of its content and can be expanded 
through minimal configuration.



Goals and Expected Benefits

 Build trust and increase transparency by providing information proactively 

and in a way that is easy to understand so users feel prepared and 

comfortable with what will be expected of them. 

 Reduce call center volume by publishing topical articles related to events that 

would typically increase call center volume – e.g., system enhancements, 

policy changes, etc. 

 Increase effectiveness and outreach by leveraging various forms of media to 

give end users multiple ways to learn and become more informed. 
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