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SHAPING THE CUSTOMER EXPERIENCE

Moving to an Outcome-Centric Delivery System

A personalized outcome focused delivery model, one that focuses on the individual or family as a whole and aligns their desired outcome with the
necessary program and services- positions human services agencies to deliver more effective services that lead to better outcomes.

Quiality Contaf\}oljcoegs/ CaEe Outcomes

Management Monitoring

Outcome(s)

Referrals / Service & Provider Goal & Service
Authorizations Coordination Plan Development

No Wrong /
Derg?);a&;hic Single Door Issue/Incident
Data Management VAR SEE >
Intake . . Programs/
Management & Assl\éztserlliwsent Integrated Service Delivery Services
Eligibility Rules Engine and

Predictive Analysis

Personalized

Outcome /,
=

3 | Copyright © 2018 Deloitte Development LLC.'®




Social Determinants of Health

Our Help Me Find Resources survey allows customers to tell us what their needs are and lets the system do the work to recommend resources in their

area that can help them.

& Bridges A Home [ Apply For Benefits [ ToDolist W Benefits’ W Resourcesv L} Settings v

Step 1

Find Resources | @ (. 1opicts)

Choose the topics you are interested in getting help with.

~, Step2 ~ Step3
" Answer Questions " View My Results

n = Number of Resources in My Resources

COVID-19 Resources

h Quarantine Care Kit
g COVID-19 Testing

Food Delivery

Utilities

Electric Payment Assistance
¥ Gas Payment Assistance

Heating Fuel Assistance

Transportation

e Public Transportation
Automobile Assistance
Medical Transportation

; Early Childhood Education ﬁ’/ Eviction Prevention

Food

| Food Pantries
Help Buying Food

Home-Delivered Meals

Healthcare
ﬂ Nursing Homes & Adult Care

Health Insurance
Dental Care

Clothing & Household Goods

i

i Household Items
1'% Ppersonal Hygiene Products
Baby Items

Education Legal

Fe L4

It's okay to choose more than one.

Housing & Shelter

Shelters
Low-Cost Housing
Home Repairs

Income & Employment

Employment Agencies
Tax Preparation
Financial Assistance

Child Care

Child Care Expense Assistance
Child Care Centers
Child Development



Social Determinants of Health

Our Help Me Find Resources survey allows users to tell us what their needs are and lets the system do the work to recommend resources in their area that
can help them.

w B[‘idges A Home Apply For Benefits [ To Do List W Benefitswv W Resourceswv £} Settings v ‘ Logout
3 Step 1 Step 2 ___ |~ Step3
Find Resources | v Choose Topic(s) o Answer Questions =~ View My Results
i
ﬁ Food Topic1/1
Skip
For Food, what would you like help with?
v Finding food quickly
b Paying for groceries

Paying for baby food or formula

Preparing food at home

Healthy food options (farmers markets, nutrition classes)




Social Determinants of Health

Our Help Me Find Resources survey allows customers to tell us what their needs are and lets the system do the work to recommend resources in their

area that can help them.

& Brid ges me B Apply For Benefits [ ToDolList W Benefitsv W Resourcesv £} Settings v

Step 1
Choose Topic(s)

“A

Find food pantries, food banks, and other emergency food assistance

Add Resources v

Lansing (City Of) - Human Relations And Community Services Department cove
124 West Michigan Avenue, Lansing, Ingham, ML, 48933

(0.08 Miles away) Show Details

MI Bridges Partner

A Save
Northwest Initiative
510 West Ottawa Street, Lansing, Ingham, MI, 48933 Show Details
(0.34 Miles away)
Show Mare Resources Like These
Get food vouchers that you can exchange for groceries or meals
MI Bridges Partner
P Save
Elder Law Of Michigan
3815 West Saint Joseph Street, Suite C200, Lansing, Ingham, MI, 48917 Show Details

(2.55 Miles away)

Shrw Mare Recniirres |ike These

Get help paying for food (pregnant or breastfeeding household member or children age 5 and under)

MI Bridges Program

Save

Food Assistance Program (FAP)
Food Payment Assistance Show Details

Michigan Department of Health and Human Services

v

Step 2 Step 3
Answer Questions View My Results

Food Assistance Program (FAP)

Service Description

The Food Assistance Program helps low-income individuals and families purchase food. Recipients
purchase food at retail food stores like grocery stores or meal providers like communal dining
facilities or meal delivery services.

Services Offered

Financial assistance to help purchase food

Eligibility

Low-income individuals and families

For more information on income limits for the Food Assistance Program, click here
How to Apply

Apply online through MI Bridges.

Submit a paper application via mail, fax, or in person at a local MDHHS office. To find the closest
local MDHHS office to you, click here.

For more information
Visit the Food Assistance Program page

Call 855-275-6424 (855-ASK-MICH)



Social Determinants of Health

Our Help Me Find Resources survey allows users to tell us what their needs are and lets the system do the work to recommend resources in their area that
can help them.
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Find Resources | ® Choose Topic(s) " Answer Questions " View My Results

Choose the topics you are interested in getting help with. It's okay to choose more than one.

n = Number of Resources in My Resources

COVID-19 Resources Food Housing & Shelter

h Quarantine Care Kit | Food Pantries ﬁ Shelters

g COVID-19 Testing Help Buying Food Low-Cost Housing
Food Delivery Home-Delivered Meals Home Repairs
Utilities Healthcare Income & Employment
Electric Payment Assistance ﬂ Nursing Homes & Adult Care ﬁ Employment Agencies

¥ Gas Payment Assistance Health Insurance Tax Preparation

Heating Fuel Assistance Dental Care Financial Assistance
Transportation Clothing & Household Goods Child Care

T

P Public Transportation Household Items Child Care Expense Assistance
Automobile Assistance Personal Hygiene Products Child Care Centers
Medical Transportation Baby Items Child Development
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Education Legal
; Early Childhood Education ﬁ’/ Eviction Prevention



SHAPING THE CUSTOMER EXPERIENCE

COVID Spike in Usage

Due to the COVID pandemic, Ml Bridges saw a dramatic increase in usage as seen by the increase in benefits submissions.
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/M Bridges

MI Bridges is a digital platform that offers an improved customer self-service portal. Ml Bridges allows
Michiganders to apply for benefits, explore community resources, and manage their case. The M| Bridges
team uses an agile transformation approach and is built with a focus on complete digitization, omni-channel
support, and continuous improvements for the business. In just a couple short years, the benefits and

impact of MI Bridges have been realized.

View Benefit Information Report Changes & Renew Benefits

(NI
Share case information or save resources '@\ u Easily report life changes, make case

with community partners updates, and reapply for benefits

Help Me Find
Apply for Benefits & Resources
Apply for benefits using Navigate through a self-

a simplified and easy to
understand application

Upload Documents
Customers upload —
documents directly ‘_

from mobile devices

\ guided survey to connect
to custom resources
based on needs

Explore Resources
Explore resources
offered by local agencies
throughout Michigan
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