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Integration Evolution
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Integrated Application Centre for
’ Ontario Works, Emergency
Housing, CHPI Program and
Childcare Subsidy with 1 step

process .
I > Implementation of a common

consent for Ontario Works,
Childcare Subsidy, Emergency

Blended case workers to provide

Integrated Application Centre for income & employment supports

Ontario Works, Emergency Housing, and Affordable
Housing, CHPI P d i
Integrated Application Centre C;T;:;gre Stibsi dr:\gwriat?ZaZtep Integrated case workers to é Housing (2018)

for Ontario Works, Emergency
Housing and CHPI Program
with 2 step process

approve shelter admissions,
complete Ontario Works
applications and provide
ongoing case management
services for emergency shelter
residents

process Discretionary Benefits for SARS

& Non-SARS issued through

Blended case workers to provide application centre (Future)

income & employment supports

Affordable Housing application
assistance and waitlist inquiry

All blended case workers have
support (Future)

the ability to complete childcare
subsidy applications for their
participants




Start with Why?

PAIN POINT




Development Process

We are here




The Vision
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- = Vision' Principles p { Ob'iectivesl Benefits

Enhance the customer
experience through simplified
access to more responsive

Health and Human Services, in
partnership with our

Better Overall Customer

Client Centered i Experience
community, is committed to SCIVIEE P
responsible leadership through . . . L
sound fiscal management and Collaborative Achieve service efficiencies by Improved Outcomes

reducing administrative

the delivery of qualit
yord v duplication of data collection

programs and services for the Accountable Modernized Service
citizens of Brantford and é :§ and tasks é Delivery Model
County of Brant. ;

Responsive Integrate services to maximize

the collection of cross-program Improved Staff and

Together, growing the Potential in Innovative data and minimize the amount of Customer Relationships
each individual, family, and community times clients have to share their
Wwe serve -
Transformative stories Well Positioned for Future

Changes Provincially




Ontario Works Task Analysis

Routine Routine Eligibility
Administrative e
Complex Complex Eligibility
Administrative

Urgent Inquiries




Service Model Enhancement
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Enhanced Applications: Whether you Call> Click> Comein?»
attend the office in-person or call-in you ‘-:

will be connected with staff who will
complete the entire application process
for Ontario Works, Brantford-Brant

ervice Efficiency:_(_iurrent application
service paths require customer data to be
collected twice by two separate worker

Switchboard ‘ ‘ ‘ Reception

Homeless Prevention Assistance, Online . L ;
Childcare, and Emergency Housing Applications positions — the new model eliminates this
’
; inefficienc
q Assistance ) \ v J
i 113 b} ]
| 25% Previous Model NO Wrong Door
- Bl 100% New Model Service Support Centre /
Number of days to determine eligibility has been Case Planning Staff
reduced by 7

No Wrong Door: Both service support centre and case planning staff have the

Warm Hand Off: I it appears the ability to complete the same tasks depending on which provides for a better

CI'F'_'"t 15 |ne!|g|ble t_he sen‘f'?e customer service experience — the new model offers this as an additional
coordinator will provide additional customer service access point
community resource information and :: I,:

third party referral if necessary

@ Over 80% of required customer data is the same for Ontario Works, Affordable Housing, Childcare Subsidy, and Emergency Housing




Social Services Support Centre
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Call> Click> Comein> Shared Work Approach

Pod / Call Centre Hub / Walk-In Helpdesk Satellite Offices

PO

/7

J & X/
b §
Applications Major Ballachey
Ontario Works General Inquiries Paris
CHPI Ontario Works Ontario Works Applications
Childcare Subsidy CHPI CHPI Applications
Emergency Housing Emergency Housing Special Services
Emergency Housing
Benefit Requests Benefit Requests Affordable Housing Application &
Medical Travel & Transportation Medical T& T General Inquiry Assistance (TBD)
Employment Benefits Employment Benefits
Discretionary OW Discretionary OW
Y

Additional urgent inquiry, routine eligibility and
transactional type tasks to be integrated
incrementally, incorporating co-design feedback

In-Person Meetings
Finish off Non-SARS BBHPA Process
Same-day shelter emergencies




Headcount: 102

Time to determine OW

eligibility: 11 Days '

Application Processing Time
Start to Finish (Ontario Works):
1hr 31mins

Percentage of Applications
processed within 4-days: 40%

‘ After

Headcount: 86* o

Time to determine OW
eligibility: 4 Days o

Application Processing Time
Start to Finish (Ontario Works):
1hr 2Zmins b

Percentage of Applications
processed within 4-days: 69%




Administrative Reporting & Measurement
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Administrative Reporting & Measurement

Servi
Staff Incoming Calls Outgoing Calls | Total Calls Average Talk Time |Average Hold Time
i 73 A 42 1S 115 0:08:57 0:00:36
A 60 w 16 W 76 0:11:30 0:01:26
bt 13 b 1 i 14 0:10:36 0:01:54
bt 29 * 23 * 52 0:12:13 0:0017
bt 22 * 1 = 23 0:10:16 0:00:33
T 27 bt 0 = 27 0:08:01 0:00:34
™ 11 T 3 T 14 0:13:23 0:00:10
> 87 * 98 T 185 0:05:37 0:00:07
* 101 = 69 * 170 0:07:34 0:00:51
bt 76 * 21 W 97 0:08:02 0:01:.04
A 71 ™ 10 W 81 0:05:59 0:00:27
SSC Staff Average 71 40 111 0:09:17 0:00:44
Totals 570 284 965 149:18:33 11:40:15
Se
Ontario Works Calls  |Ontario Works Appointments Booked |HRC Calls HRC Appointments Booked |Childcare Referrals |BBHPA Calls
Ranking
@ 3
] 6
(%] 7
(%] 8
@ 1
@ 2
@ 2 |
@] 5




Administrative Reporting & Measurement

You Team You Team

4 O

Symbol Definitions

” _ s |
=1 Incoming Calls . e = Booked Appointments
&'.' 65 /3 2 60 47 ‘; B,
Outgoing Calls Completed
c 70 41 E 47 36 k E‘ Appointments
\S 135 114 q Total Calls |
26m 37m @ f:;ﬁe Appointment
' 821m 8.21m
)) H 11 11 s Walk-Ins
| @ A
@ 1.18m 37s % Average Time On Hold
[
A 5 4 e = Childcare Intakes
@ 34hrs 35hrs " % Not Ready Time (,
©
i 11m 11m \ad i 1 | Wrap-Up Time \g}, Benefits



Information Sharing
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l/we

Brantford/Brant Health and Human Services Depariment
CONSENTFOR THE
COLLECTION AND RELEASE OF PERSONAL INFORMATION

(Name of Applicant/Recipient or person applying on behalf of applicant/recipient)

Name of Spouse/Partner Name of Dependent Adult

Consentto the sharing of my/our personal information by Ontario Works Brant, Children’s Services & Early
Years Programs and Housing Services to an authorized representative of:

* Ontario Works Brant

+ Children’s Services & Early Years Programs

+ Homelessness Services (e.g. Assistance with finding new housing)

* Housing Services (e.g., Affordable Housing Programs, Rent-Geared-fo-Income Housing, Housing Wait List)

I'We consentto the ongoing use and disclosure of my/our personal information by each of these departments
as may be necessary for the purposes described below:

Personal information will be shared between the departments noted above among themselves for the purpose
of determining and verifying my/our initial and/or ongoing eligibility for assistance and/or services underthe
Ontario Works Act, 1997, Child Care & Early Years Act, 2014 and Housing Services Act, 2011.

The personal information to be shared under this consentwill be information related to my/our financial
situation such as address, family size, income, bank accounts or assets of any nature by any of the above
noted departments and any relevant information from any financial institution as well as information related to
my/our participation involvement in employment and/or educational programs.

Ilwe further consentto the collection, use and disclosure of personal information about any of my/our
dependent children or children temporarily in my/our care, for the above noted purposes.

| acknowledge that this consent may be in the form of electronic data exchange (referrals via email).

0 lacknowledgethat | have read and understand this consent.
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Learnings & What’s Next

v Growing Pains
- Consent/Information Sharing/ Digital channels
- Communication
- Collaborative Mindset
- Implementation Timing
v Evaluate and Adjust

v Co-create next phase




Questions?




