
	PATHWAY 1.1  ·  UNIVERSAL PATHWAY — DIGITAL NAVIGATION & APPLICATION SIMPLIFICATION

	ACCESS NYC + ACCESS HRA

	NYC Dept. of Social Services / HRA  ·  Mayor's Office of Economic Opportunity  ·  New York City, NY

	70+ Programs Screened  ·  290,000+ Annual Screener Starts  ·  79% PEU Completion Rate  ·  No State Legislation Required



	
	WHAT IS IT?



ACCESS NYC is New York City's screening front door to 70+ city benefit programs. Residents enter their household size, income, and immigration category into a rules-based eligibility engine that identifies which programs they likely qualify for — in a single, mobile-friendly session. ACCESS HRA is the transaction portal where residents complete applications for SNAP, cash assistance, Fair Fares, and other specific benefits, with in-app document upload reducing the need for in-person visits. Together, the two platforms are managed by the NYC Department of Social Services/HRA and the Mayor's Office of Economic Opportunity, in partnership with the Service Design Studio, the Office of Technology & Innovation, Blue State Digital, AWS, and the Mayor's Public Engagement Unit. Funding is drawn from the NYC Opportunity Innovation Budget and the DSS/HRA operating budget rather than a standalone line item. Local Law 96 — which strengthened language access requirements — and mayoral directives on digital modernization created the institutional conditions for a unified, multilingual, mobile-friendly system. No state legislation was required.

	
	EVIDENCE HIGHLIGHTS



	Screener Starts
	290,000+ screener starts and 150,000+ completions in a recent 12-month period

	Completion Rate
	79% screener completion rate for PEU-driven traffic — ~27 percentage points above the citywide average

	Outreach Conversion
	45% conversion rate from outreach to full screening completion

	Redesign Impact
	68% increase in completions following a major platform redesign

	Programs Covered
	70+ city benefit programs screened via rules-based eligibility engine (income, household size, immigration category)

	Eligibility Triggers
	ACCESS NYC screens at ≤150–200% FPL depending on program; ACCESS HRA applies program-specific rules (SNAP ≤130% FPL; Fair Fares ≤120% FPL)

	Key Partners
	NYC DSS/HRA, Mayor's Office of Economic Opportunity, Service Design Studio, OTI, Blue State Digital, AWS, Mayor's Public Engagement Unit

	Funding
	NYC Opportunity Innovation Budget and DSS/HRA operating budget; no standalone line item for the portals



	
	HOW IT WORKS



	① ACCESS NYC — Eligibility Screening
Residents enter household size, income, and immigration category into a rules-based eligibility engine that screens for 70+ programs. The mobile-friendly interface uses progressive disclosure to reduce burden.
	② ACCESS HRA — Application Portal
Residents complete program-specific applications for SNAP, cash assistance, Fair Fares, and other benefits. In-app document upload reduces in-person visit requirements.

	③ Outreach & Navigation via PEU
The Mayor's Public Engagement Unit drives residents to the portal through targeted outreach campaigns. PEU-driven traffic achieves a 79% screener completion rate — 27 points above average.
	④ Design, Engineering & Language Access
The Service Design Studio and OTI built and maintain the platforms with usability and equity at the center. Local Law 96 mandates multilingual access across all supported languages.



	
	ENABLING CONDITIONS & REPLICATION



	What Made It Possible
	Who Can Replicate This

	NYC Opportunity provided funding and product ownership outside traditional agency procurement cycles
	Cities with a civic innovation office can fund digital product development outside standard IT procurement

	Local Law 96 mandated multilingual access, requiring the platform to serve residents in multiple languages
	Cities should pursue local legislation requiring language access in digital benefits systems

	In-house tech and design capacity (Service Design Studio, OTI) enabled iterative, user-centered development
	Cities with in-house design capacity can iterate faster; others should partner with civic tech organizations

	Mayoral directives on digital modernization drove cross-agency coordination to unify platforms across DSS/HRA
	Cities need executive-level commitment to digital modernization to drive cross-agency data sharing

	PEU's outreach infrastructure demonstrated that assisted navigation dramatically increases completion rates
	Cities should pair digital portals with dedicated outreach capacity — technology alone doesn't drive take-up

	DSS/HRA's operating budget absorbed platform costs, enabling sustained investment
	Cities should embed digital navigation costs within large agency budgets rather than relying on time-limited grants



