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Improving customer service with ONE

One application

Food Can | get cash What about
application assistance? childcare?

Stop! Need new
info. Back to an
office.

Apply for
medical

You choose how to apply



Evolution of eligibility

e e Oregon Eligibility Partnership _ |_.

2020 2021 2023

1971

Department Over the years, ONE system OEP launches to Proposed budget
created to give eligibility rules launches to give align staff and creates OEP as
people in Oregon and regulations the public a operations separate entity, funds
amore become single application behind the ONE backend technology
streamlined way increasingly and streamlined system upgrades.

to access complex, as does process for

supports applying for them eligibility



Why we do our work: Opportunities to thrive

INelhigibility

The ONE system makes it
possible for people to apply
for medical, food, cash and
childcare benefits with one
application — online, by
phone or in person at any
Aging and People with
Disabllities, Area Agency on
Aging (Type B) or Self-
Sufficiency Programs office.

Oregonians can create an account online
to expedite future case updates

Oregonians can experience no wrong door
and apply for multiple benefits with one
worker at any office statewide

Oregonians can monitor communications
from the Department and track the status of
their benefits online

Verifying information can now be done by
uploading documents online instead of by
mail or office drop box




Programs in scope

SNAP TANF

Supplemental Nutrition
Assistance Program (SNAP)

Temporary Assistance for
Needy Families (TANF)

SNAP Emergency Allotments Employment Payments

Pandemic Electronic

Benefits Transfer Jobs Participation Incentive

State Family Pre-
Supplemental Security
Income

Summer Meals

Disaster SNAP Supportive Services

JOBS Child Care

ERDC

Employment Related Day
Care (ERDC)

Head Start Contracts

MEDICAL
ASSISTANCE

Qualified Medical
Beneficiaries

Oregon Supplemental
Income Program Medical

Special Needs

Oregon Health Plan MAGI
Programs

Refugee Medical

Hospital Presumptive
Eligibility

COFA Dental and Veteran
Dental Programs

OTHER
PROGRAMS

Temporary Assistance for
Domestic Violence Survivors

Refugee Cash




Who we serve

1.5 Million 1 Million
1 in 3 people in Applications
Oregon are processed since
served through go-live; 44%
submitted

the ONE system
through the ONE

Applicant Portal

34 2.1 million
Percent of Number of calls
medical taken in the last

caseload year from our

ONE Customer
Service Center

Increase since
the pandemic
began

$2 Billion

Amount of SNAP
food benefits
sent to people

43

Percentage of
cases receiving
multiple benefits

749,000

People using the
ONE Applicant

Portal
through the ONE since go-live
system
44
Percent of
applications e L
S L]

submitted online
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Historic demand for services

Total Oregon Health Plan (OHP) Enrollment

+34.80%

1,500,000 12/6/2022,
State of Emergency Declared 1455 287
1,450,000 on March 8th, 2020 —
1,400,000 '
il +21.40%
i +31.11%
1,350,000 ; 7/5/2021,
1 + 15.65% 1,310,612 7/5/2022,
1,300,000 | 1/4/2021, 1,415,484
I +7.27% 1,248,523 +26.47%
|
1,250,000 | 7/6/2020, 1/3/2022,
] 1,158,126 1,365,406
1,200,000 :
1,150,000 :
1,100,000 | 3/9/2020,
1,079,613
1,050,000
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How we deliver timely and accurate benefits

Benefit Support
Recipient(s) Staff

®

ONE Customer Service Center

Eligibility @ Integrated ONE System

Worker

Support Eligibility
Staff Worker

Local Office

RFI: Request For Information

App Reg: Application Registration
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How ONE impacts people in Oregon

Better Service (" YO |

The Applicant Portal provides a person
directed process of applying and enables
Oregonians to make updates to their
ongoing case.

The Worker Portal has functionality allowing
staff to process multiple programs at one
time, reducing the number of phone calls
and hand-offs for the Oregonian.

The ONE system interfaces with other state
and federal databases to verify information.
The system applies the data provided by the
Oregonians and the interfaces to all
programs at the same time to determine
benefits.

Focused Accuracy R

<&

one
OEP

T (B Statewide Coordination

SRR M Added Convenience

A new single case structure brings us closer
to achieving a “people first” approach to
customer service.

Eligibility staff have been cross-program
trained and teams are coming together so
expertise is available in more places.

Our business processes and our technology
are continually being updated to improve
outcomes of timeliness and access,
expedite eligibility determinations, and
enhance customer service.



ONE Applicant Portal

Provide Eligibility Information through Updated Apply for Multiple Programs as well as Household
Portal members

Enter and Confirm
Application

Enter and Confirm
Household Information 7 ~-Required Field

Tell us about the people in your household. List everyone who lives with you and anyone
who is listed on your tax return

If you live in a treatment center or shelter, you only have to tell us about people in your *=Required field
family and people who want to apply for benefits with you
Household Member 1.0f 2 Which program(s) are you or your household members applying for?
*Legal First Name 7 ML * Legal Last Name 7 Suffix
JOHM DOE ~Select-- =

* Date of 8irth (mmydd vyl ™ i Please check the boxes below to choose the programs you want to apply for.
09/09/1990 ¥ou chose mare than one racial or ethnic identity. Please tell us which is your primary
Gender Identity identity. If you do not want to select a primary identity, you can select "Decline to Answer”.
= —select— -

DHS/OHA asks about racial and ethnic identit
community and provide the best service poss| Household Member 2 of 2 Remowe member

ze what you are eligible for. You do not

want to answer these questions, you can selel * Legal First Mame (7 ML * Legal Last Name ‘7 Suffix
JOHN identify their race, ethnicity, KRISH DOE —select—- =
tion, country of origin, or
ancestry? * Date of Birth (mm/ddfyyyy) * Sex on Origimal Birth Certificata () DANIEL DOE
 Ethnicity: 09/01/2014 = = nale Female
select all that apply Gander identity
O Hispanic or Latine Mexican =
Central American
O Hispanic or Lal south american DHS/OHA asks about racial and ethnic identity to ensure we can meet the needs of the
O Indigenous Mexican, Central American, |  community and provide the best service possible. Your answers to these questions will not

or South American
O Other Hispanic or Latino
O Not Hispanic or Lating
O pecline to Answer

change what you are eligible for. ¥ou do not have to answer these guestions. If you do not
want to answer these questions, you can select "Dacline to Answer™. KERRY DOE

How does KRISH identify their race,

ethnicity, tribal affiliation, country of origin,

- Ethnicity:
Select all that apply

[0 Hispanic or Latine Mexican

O Hispanic of Latine Central American

O Hispanic or Lating South American

O Indigenous Mexican, Central sumerican,

or South Amarican =
O Other Hispanic or Latino Save & Exit Next »
O Mot Hispanic or Lating
O Dacline to Answer




ONE customer service improvements, efficiencies

®- @ -

: : Robotic Process Interactive Voice Oregon ONE
Lan Lin Call Back Option : :
anguage Lines P Automation (RCA) Response (IVR) Mobile

16 lines for callers Callers receive a call Process automation Functionality for A mobile application
to receive services back when their place for SMS nudging, individuals to for individuals to see
in their preferred in line comes up. returned mail determine their benefit status, submit
language. automation, and benefit or application = common verification
periodic reporting. status, provide documents, find an
updates to contact office, get messages
information, etc. about the application

Process.



Significant Changes Coming to Other Programs

Supplemental Nutritional
Assistance Program (SNAP)

* End of SNAP Emergency
Allotments

* Reinstatement of time limits for
able bodied adults without
dependents

Dental Coverage

* Compact of Free Association
(COFA) Dental

* Veteran Dental

@

Resources

Dental
Programs

Access

Family
Services

Key Focus Areas

Eligibility and Reporting

* People who became eligible for
Medicare during the pandemic,
must transition from OHP to
Medicare to avoid penalty

+ Changes to capture
demographic information (e.g.,
race, ethnicity, language,
disability, sexual orientation,
and gender identity expression)

» Federal reporting requirements

Childcare

« Updates to child-care eligibility
(HB3073)



Delays in benefit delivery impact everyone

.i ® i O i.
Historic demand for Not enough staff for
medical, food, cash and everyone who is eligible to
child care benefits get what they need, when
they need it

5

Benefit delays impact
people’s health and
employment, pressure our
community partners, and
can weaken Oregon’s
economy

14



o
) Oregon Department
of Human Services

|\
(|
|
|

IR Ae A\

_%T EE} H A II|II' IIIII'| ﬁ IHIIII;II" |
— / H &/ “ ||

¢ 37 |

=) :{llg |'II |

| Pg gh f P f‘.ll I m
4 O ]

ey 00 [ " W I =
| H 1S JJ/\ggj - ﬁ/ // / K___
| , . ' \ S| __}:k\( —

Jl




