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Report Updated: February 24, 2025 

Data Sources: Jordan’s Principle Case Management System (the CMS) 

 

Scope 
This report presents data on the status of the three operational backlogs associated with 
the implementation of Jordan’s Principle. More specifically, it provides the total number 
of backlogged requests, nationally and in each region, including the intake pending 
backlog, requests in progress backlog and the appeal backlog. It also includes an update 
on the reimbursement payment times. It presents monthly trends associated with specific 
backlog volumes where data is available.  

Definitions & Methodology  
Overall Request Backlog (A + B) 

Definition: The number of active requests (items) received by Jordan’s Principle that do not have 

a decision, excluding requests where one or more contact attempts have been made to the 
requestor for additional information.  

Methodology: The overall request backlog is comprised of two parts – Intake pending (A) and 
Requests in Progress (B). (See Table 1) 

Intake Pending (A) 

Definition: The number of requests (items) received by Jordan’s Principle that have not yet been 

entered into the CMS.  

Methodology (A): The number of emails received by Jordan’s Principle that contain one or 

more requests that have not yet been entered into the CMS. Email is the primary medium in which 
new requests are received by Jordan’s Principle, accounting for ~85% of all initial communication. 

Therefore, it has been used as a proxy indicator for the intake pending backlog. The email count 
is restricted to specified inbox folder(s) used by regions to sort and triage emails pending intake 
into the CMS to minimize the risk of including emails not directly associated with new requests 
like follow-ups, invoices, and general inquiries. For the purposes of estimating backlogged 
requests it is assumed that each email represents one active request (See Table 2). 

Requests in Progress (B) 

Definition: The number of active requests (items) entered in the CMS that do not have a decision, 
excluding requests where one or more contact attempts have been made to the requestor for 
additional information.  

Methodology: The number of active requests in the CMS that 1) are not appeals 2) do not have a 
decision, and 3) are not requests where one or more contact attempts have been made to the 
requestor. (See Table 4) 
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Summary 
Request Backlog  

• As of February 20, 2025, it is estimated that Jordan’s Principle has nearly 135,000 
backlogged requests (Table 1); a decrease from nearly 140,000 in December 
2024. 

o Approximately 10,000 backlogged requests were pending intake based on 
email volumes (Table 1). 

o The remaining roughly 125,000 backlogged requests were in progress, of 
which 8,000 were urgent (self-declared urgent pending reassessment or 
reassessed as urgent; Table 2). 

• Since the December 10, 2024 report and as of February 21, 2025 in the “In 

progress backlog”: 
o Approximately 50,000 new requests were entered into the Jordan’s 

Principle CMS. 
▪ 15,000 were self-declared urgent 
▪ 35,000 were non-urgent 

o Approximately 25,000 self-declared urgent requests were reassessed as 
not meeting the definition of urgency and moved to the non-urgent backlog. 

o Approximately 21,000 requests were adjudicated 
▪ 5,000 from the urgent backlog 
▪ 16,000 from the non-urgent backlog 

o Approximately 27,000 requests were moved into a pending additional 
information from requestors state where one or more contact attempts have 
been made. 

▪ 2,000 from the urgent backlog 
▪ 24,000 from the non-urgent backlog 

Appeal Backlog  

• As of February 20, 2025, there were 727 requests in the appeal backlog (Table 3). 

Outstanding payments/ Reimbursements update  

• Data on the volume of outstanding payments/reimbursements is not available at 
the time of compiling this report. However, efforts are underway to identify 
solutions and develop the mechanisms necessary to systematically track and 
report this information in the future. Initial estimates may be available within 6 to 
12 months. 
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• Between April 1st and January 31, 2025, ISC processed 26.2% of all invoices 
within 15 business days, and 50.9% within 30 business days   
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