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Long Term Vision

The Current Focus What’s Next?
Where We’ve Been The Recovery I?eriod The Renewal Period
(Sep 2020 - April 2021) (Spring 2021 — 2024)
W, Caseworkers manage all J-iii-[ Prototyping new case management e ® A person-centred, supportive client
Supporting W0 aspects of each case approaches approach across the life course
clients toward . Ein;p:fial:ligibil'\ty . + Common assessment | New action plans + Overall shift to life stabi!izat.ion, individualized
success articipation agreements * Shared case management with Employment Ontario support and system navigation

+ Benefits administration . ion — hi
« Emplovment services * Increased access to employment supports Case segmentation h|.5h and low touch
. fp VI d L » Piloting new service delivery approaches approaches based on client needs

Referrals and system navigation * Better connections with Employment Ontario

Creating centralized functions

Making Modernization to speed + Centralized intake process that reduces paperwork, Centralizing financial assistance*®
0 giving caseworkers more time to support clients through

systems faster, current processes crisis and help them get back to work + Central teams and systems administer
fairer, more + EDM i) * Automated, risk-based eligibility verification intake, Ungomg.ehg[blhty, mandatory
accountable, . MvBenefits ) benefits, financial disbursement
and creating . RPT: With enabling technology and policy * Expanding risk-based approaches
. * New digital tools and service modernization (easy-to-
i + Contact Centre Pilots . . .
time for case use online application, expansion of MyBenefits digital *Benefits and incentives to support clients
management platform, 2-way digital messaging between clients and achieve life stabilization goals will remain at the
caseworkers) local level
Working with partners to . I .
see Planning for renewed provincial-municipal Implementing a renewed service
address challenges of the ele dFi . ice deli h ’N ) .
, 2w and First Nations service delivery approaches delivery vision
pandemic o N ) .
Working with + Co-design and deliver emergency * Renewed prow.n.ual—mummpal operating, funding * Co-designing, enabling and implementing
response initiatives and accountability models new approaches that bring us closer to
partners » Plan with First Nations partners a unique approach Human Services Integration

+ Leverage learning to inform

opportunities for the future
Engagement, co-design, and testing with staff and partners, including the bargaining agent: Developing a future state together
SA One: Healthy, energizing workplaces; open communication that supports change; resilient organization; improved client relationships
Service continuity: Continuing to deliver service excellence and accountability through change

to SA Recovery and Renewal

Source: MCCSS




Long Term Focus

. in the long term

Supporting Economic Social Assistance Renewaland '\ Integrated Human

Recovery Transformation Services

Source: MCCSS



Short Term Focus

... in the short term

New SA digital application in

i : ODSP contact centre expansion
prototype sites prior to ! par .
provincial rollout + centralized begins in EST prototype sites E*Patgiér;:ilgeng‘rg;ost\fpe
and automated intake and risk- First wave of benefits centralized icivaliti ——
based eligibility prototype in ODSP EST sites municipatities
| \
New provincial-
municipal
| N S I I — -
transformation
vision defined
| |
New digital tools e.g. 2- Centralization of k?‘i_ OoDsP Iteratively introduce central
way messagC:ng, EI‘- health benefits administration intake + rgls-::sig eligibilityto = —
signature, digita Expand intake prototype to 9 EST Ul
disability deI;[ermination ; 0\/5 Sitesyp F%ﬁ::;s*&z’;i:;:;fe“izd
ackage .
packas EST prototypes go live additional municipal partners
} L J
T T
October - December January - April

Source: MCCSS




Centralized Functions

88 Social Assistance: Where We're Headed

Creating centralized functions

* (Centralized intake process that reduces paperwork,
giving caseworkers more time to support clients through
crisis and help them get back to work

2 * Automated, risk-based eligibility verification

With enabling technology and policy

* New digital tools and service modernization (easy-to-
use online application, expansion of MyBenefits digital
platform, 2-way digital messaging between clients and
caseworkers)

+  SA One: Healthy, energizing workplaces; open communication that supports change; resilient organization; improved client relationships
= Service continuity: Continuing to deliver service excellence and accountability through change

Source: MCCSS




Applications Now

“* Ways applicants can apply:
* by phone
* walk in
* online

s Steps to determination of eligibility:
Intake Worker

s Steps to determination of eligibility:
Caseworker

<+ Ongoing case management




Applications Future

“* Ways applicants can apply:
* by phone

nline

Intake Worker

s Steps to determination of eligibility:
Caseworker

<+ Ongoing case management




Centralized Intake

Components of Centralized and Automated Intake

Social Assistance Digital Application (SADA) l§ Risk-Based Eligibility Determination (RBED) Provincial Central Intake Unit

* Al Ontarians will apply for Ontario Works *  For prototype municipalities, applications * A Provincial central unit will manage
through the new, user-friendly online Social received through SADA will go through a risk- applications that come through SADA and
Assistance Digital Application (SADA) based eligibility determination (RBED) RBED.

framework.

*  Applications received through SADA will be o o o ) *  For municipalities in the prototype, the
redirected to the central intake or ' RB(ED I?I be:ndg bu":] n pa:tnershlpIW|;[)I1I Equifax Province will:

(e (F : and will validate the applicant’s eligibility. . L .
municipalities (if not in the prototype launch) pp gibity - Review applications, resolve duplicates
*  RBED will give each application a risk level and merge applications in SAMS
*  SADA will enable online identity verification TR, o . )
D) and ; y based on eligibility*: - Fill missing data fields for in-scope
(eID) and consen - Norisk, low risk and medium risk will be applications if required
auto-granted. . .
*  Municipalities will continue to process in- 8 - Redirect cases that are not eligible for

- High risk cases will require caseworker

. ) central intake and RBED to municipalities
intervention.

person and phone applications, or

applications through Online Application for - Assessand grant new applications
Social Assistance (OASA). *  RBED will be released iteratively. Some complex - Assessand assist with granting
cases (e.g. trustees, applicants under 18) will reapplications and applicants “known to
not go through RBED for launch. SAMS”
*Risk levels do not reflect case management needs - Redirect cases that are high risk to

municipalities for a decision

Success means that clients find it easier and faster to access social assistance and municipalities have more time for life stabilization activities

Source: MCCSS




Online Applications

“* Centralized Intake Process:
- all applications assigned to centralized team
 assess application for risk
* grant assistance and transfer to local office
« deem ineligible and close case

“+ Exceptions to Centralized Intake Process:
* under 18
 does not pass risk assessment
* deem to be complex




Daily Function:

Intake
Will no longer: Will continue to:
»upload online »take requests for
application applications by phone
»match and merge »match and merge
online application telephone requests
»assign online »assign applications to

application Caseworker




New Duties:
Intake

“* Assign applications deemed to be too
complex by the Centralized Intake Process.

“* Assign eligible cases completed by the
Centralized Intake Process.




Daily Function:

Caseworker
Will no longer: Will continue:
>assess eligibility for »to assess eligibility
prescribed online for applications
applications requested by phone
»>1t0 assess eligibility
for walk-In
applications

»day to day case
management, both
employment and
financial




New Duties:
Caseworker

“» Determine eligibility for applications
deemed too complex for the Centralized
Intake Process.




Considerations

A high percentage of application requests are by
telephone.

Although online applications will be assessed by
the centralized team, those granted must still be
assigned to a Caseworker (this is currently a
function of Intake).

Applications deemed to be too complex for the
Centralized Intake Process must be assessed by
the local office and must be assigned to a
Caseworker (this is currently a function of Intake).

We do not know the risk assessment model that is
employed by the Centralized Intake Process or the . @
definition of “complex”. V/
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Questions




