
Solutions to increase your 
capacity when you need it most

Our human services 
practice areas

– Medicaid, SNAP, TANF (Eligibility)

– Child Welfare

– Child Support

– Unemployment Insurance

– Child Care
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increase in same-day 
determinations

%

50%
of all state human services 

agencies and some large  
counties are serving more 

clients faster at same staffing 
level as a result of our proven, 

capacity-building strategies 
and innovative SaaS service 

delivery and workload 
solutions

Increase your capacity to do more good
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more families served 
with improved accuracy

% 70
faster delivery 
of benefits

%



Medicaid, SNAP, and 
Safety Net Programs:  
The problems we solve

– Staff shortages

– Flood of renewals coming when
Public Health Emergency ends



1.2 MILLION
CUSTOMER 
CALLS AND VISITS
EVERY MONTH

300,000
APPLICATIONS               
AND RENEWALS 

VALUE
demand

SELF-CREATED
demand

turn into

Every time a case is pended and is 
not addressed at first contact with a 
customer, more work is created

– Multiple customer interactions
§ 3-5 interactions in the course 

of a single eligibility event
§ Customer calls and visits 

offices to find out “what is   
the status of my application?”

EXAMPLE: Largest State-administered Health and Human Services Agency  



Optimize service delivery to 
eliminate the additional work that 
pending cases creates and, in turn, 
free up staff capacity

– First contact resolution
– Real-time verification
– Expertise upfront
– Eliminate handoffs
– Work routing
– Real-time productivity metrics

EXAMPLE: Largest State-administered Health and Human Services Agency  

1.2 MILLION
CUSTOMER 
CALLS AND VISITS
EVERY MONTH

300,000
APPLICATIONS               
AND RENEWALS 

638,000
CUSTOMER 
CALLS AND VISITS
EVERY MONTH

50% reduction in workload!

Frees up the capacity 
of approx. 665 workers 
(assuming a 10 min. average call time)
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Make work visible

Make work flow

Make work smarter

+

+

SaaS Service Delivery Platform for Human Services





Child Welfare:
The problems we solve

– Staff shortages

– Increased caseloads

– Inefficient processes

– Capacity crises



Policy
§ Child Abuse Prevention 

and Treatment Act of 1974 
(CAPTA)

§ Indian Child Welfare Act of 
1978 (ICWA)

§ Family First & Preventative 
Services Act of 2018 
(FFPSA)

Practice
§ Early intervention and 

prevention
§ Community-based 

services
§ More kids stay in home
§ Enhance relative search
§ 2GenWhole Family - anti-

poverty work
§ Transitional youth supports
§ Balanced case loads
§ Foster Care Supports
§ Data Analytics 

People
§ Staff Support & Development
§ Community Support Services
§ Inclusion, Diversity, Equity Work
§ Person-Centered Design Efforts
§ Trauma-Informed Care
§ Engagement & Interactions 

within system (courts, law 
enforcement, schools, hospitals, 
etc.

§ Unlock the needed capacity to 
do what you need to do – and 
do best

… for 
THRIVING 
FAMILIES

Working hand-in-hand …

Processes = Capacity



Investigation Workload Demand

Cases Investigated - 15,659

Unsubstantiated – 10,518 
X 17.25 hours = 181,435 hours

Substantiated and Closed/In-Home Workload – 3,575
X 37.32 hours = 133,419 hours 

Substantiated and Remove – 1,566
X 39 hours = 61,070 hours 

375,928 Total Hours Needed (250 FTE)
285,000 Total Hours Available (190 FTE)                          

Agency would need 90,928 Hours, or 60 additional staff, just to 
keep up with current workload

*Staff hours are figured at 1,500 per FTE or 70% direct work time

Capacity Crisis:
How bad is the pain?



Child Care:
The problems we solve

– Families maneuvering through a 
complex & non-integrated system

– Eligibility
– Selecting a provider

– Navigating a cumbersome and 
difficult to licensing process

– At initial application
– On-going
– Renewal 

– Lack of quality child care providers
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Family 
Portal 
Allows families to 
apply for child care 
subsidies, receive 
an eligibility 
determination, 
search for child 
care, and facilitates 
enrollment at the 
selected provider. 
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Portal
Web-based 
solution for 
providers to 
initiate/complete 
an application for 
licensure; allows 
for seamless 
renewals and 
minimizes
agency time 
and compacity
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Support 
Technology to 
increase capacity 
and improve work 
management tools 
that support staff in 
prioritizing and 
managing the work 
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Reporting 
Data analytics 
capabilities to 
support financial 
management, 
workflow engines 
and state and 
federal reporting

Increasing 
Capacity 
Analyzing and 
rethinking 
service delivery 
to change 
systems and 
serve more of 
the community 
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 Payment 
Support
Integrated platform 
for easy payment 
processing with 
minimal impact on 
providers or agencies 

Integrated, one-stop 
solution to elevate the 

user experience, 
strengthen infrastructure, 

and support economic 
growth

Child Care 
Exchange

End-to-end integrated solution for states to administer child care



Thought Leadership:  
Our latest articles tackling PHE unwinding and the social worker shortage



Thank you!  Any questions?
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