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Embracing change is essential for fostering growth and achieving improvement, leading to positive 
outcomes for all stakeholders. High performing human service agencies acknowledge the necessity of 
continuous innovation to enhance the experience of their customers an
improve case management, ultimately delivering more effective and  
efficient services. 
 

             
             

              
            

               
             

            
              

     
 

             
              

              
              

              
               

              
              

            

 

To better support Ohio’s benefit recipients and caseworkers, the state 
launched the groundbreaking Change for the Better project under the 
Ohio Benefits Program. This innovative initiative allows the Ohio 
Benefits system to seamlessly process reported changes through 
automation, eliminating the need for human intervention.   

By expanding the No Touch Process, beyond initial applications to also include change applications, this  
project ensures compliance with policy and timeliness by automatically processing household 
situation changes. Impressively, it has freed caseworkers from the laborious task of manually 
processing over 3.8 million reported household changes since its inception. 

The Ohio Benefits Program initiated a data-driven analysis to evaluate caseworker and beneficiary 
experiences in conjunction with policy guidelines from the Centers for Medicare and Medicaid Services 
(CMS), U.S. Department of Agriculture Food and Nutrition Services, and Administration for Children and 
Families. The analysis captured the number of changes reported across various application data areas, 
assisting in determining where automation would be the most impactful. A significant outcome of this 
analysis was the identification of opportunities to leverage existing No Touch automated processing for 
effective data reconciliation of reported changes and policies. As a result of the assessment, the team 
determined that the primary objective of the project would be to reduce the manual processing of 
household changes reported by applicants, ensuring timely processing and improving the No Touch 
success rate for essential benefits.  

By harnessing the power of data-driven analysis, the program ensures that decisions are made based on  
accurate and comprehensive information. This approach aids in pinpointing trends and  

identifying areas for improvement, which ultimately leads to 
more informed and impactful policy decisions. 
 
Change for the Better directly aligns with NASCIO’s 2025 State 
CIO TOP 10 Priorities -- legacy modernization (priority #5) for 
business process improvement. This visionary perspective is 
grounded in an approach that prioritizes people and is guided by 
data. 
 

d to  

1 



 

 

 
  

The Opportunity 
Across the country counties faced a lot of challeng
hurdles during the Public Health Emergency Unwin
process. Changes that were not mandated to be 
reported during the pandemic, became an importan
aspect of unwinding. Most notably, workers were 
inundated with various tasks. Surges in caseloads 
hurdles during the unwinding process. To alleviate 
on beneficiaries and caseworkers, Ohio initiated th
Change for the Better program to improve the 
processing of changes that are reported by residen
  
W hy Does It Matter?  
Change for the Better is not merely an aspiration but a powerful catalyst for both people and processes. 
When we embrace change, we empower individuals to adapt, grow, and elevate their skills, ultimately 
fostering a collective shift in mindset and behavior. This transformation paves the way for innovative 
processes that drive meaningful progress and effective leadership. By integrating task automation, we 
streamline operations, resulting in significant time and cost savings that further accelerate growth and 
enhance efficiency. 
 
Ohio Benefits Program leadership is passionate about implementing solutions to ensure that Ohioans 
are enabled to receive continued assistance benefits, while remaining compliant with policy. The Ohio 
Benefits Program works collaboratively with county departments of job and family services and state 
workers to design and implement process innovations that help redirect caseworker attention to the 
tasks that require processing, consequently improving timeliness. Data reconciliation within No Touch 
helps to achieve these goals as well.  
 
By using research and analysis, and focusing on incremental progress, the Ohio Benefits Program team 
evolved to get the right level of Change!
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What Makes It Different? 
Our No Touch solution represents a 
significant step forward in utilizing an existing 
process and amplifying it. Without adding any 
additional overhead to workers or ongoing 
costs, we were able to improve our 
processing of No Touch to 18 percent of 
households through our Change for the Better 
program. 
Unlike projects that just focus on one area, we took a comprehensive approach and looked at the 
entirety of case management. We performed research and analysis to come up with additional 
aspects that incrementally deliver value to both Ohioans and caseworkers. The team piloted the 
improvements using data reconciliation to gain confidence in the system’s ability to perform these 
tasks correctly and then expanded the scope further in the next phase.  
 
This capability automates processing of changes submitted electronically by Ohio citizens (e-change 
applications) in a way that is convenient and assists caseworkers with front-end audit capabilities. It 
ensures policy-driven changes are delivered through a vetted system backed by data-driven 
outcomes.  
 
What Makes It Universal? 
Leveraging automation to eliminate the need for repetitive tasks and to improve experiences and 
outcomes, is a common objective in public service. The need for efficiency is universal! 

The Ohio Benefits Program is 
proud of the results achieved to 
date. The team has shared the 
solution in multiple cross-state 
forums and directly with other 
states who were exploring or 
implementing this capability.  
Everyone is looking for 
opportunities to improve efficiency 
and allow workers to focus their 
attention on other important tasks. 
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What Was the Roadmap? 
There were multiple phases in the solution roadmap:  

• Phase 1 enabled the new automatic data reconciliation process, comparing existing data to new 
incoming electronic changes and processing the requests like a caseworker. 

• Phase 2 updated No Touch to prevent a fallout, when known, to an old case. Instead, the 
system revives it (re-open) for Medicaid Only applications. 

• Phase 3 provided additional improvements by expanding No Touch to the Report a Change 
application and adding the ability to revive an old, closed case with No Touch instead of a fallout 
for all programs. 

 

Who Was Involved?  
The No Touch improvements implementation was a collaborative endeavor involving several key state 
agencies and experts. The Ohio Departments of Administrative Services, Children and Youth, Job and 
Family Services, and Medicaid, all played crucial roles. Each department contributed its own expertise 
and resources to ensure the project's success. System experts provided invaluable technical assistance, 
while product experts offered base technology for implementation. The leadership team of the Ohio 
Benefits Program provided support and sponsorship. Business analysts reviewed and refined processes, 
project managers coordinated efforts and timelines, policy experts ensured compliance with relevant 
regulations, and technologists implemented the necessary systems and solutions. This comprehensive 
team worked in unison to secure stakeholder buy-in at all levels and prepared county caseworkers and 
other stakeholders for the new system's implementation. 

How Did We Do It?  
Our solution was built on these key components – identifying key fallouts, conducting data driven 
analysis, integrating targeted strategies with existing program components through processing volumes 
and expansion. We experienced multiple small incremental bursts of innovation when we analyzed 
outcomes, collaborated on policy, implemented changes, and measured results! 
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What Did the Project Make Better?  
The State of Ohio has achieved significant results in automating manual tasks, reaching an 
automation rate of over 30 percent through the enhancement of its No Touch process. This initiative 
is designed to enhance the application process for benefits, automate reported changes, and 
systematically reduce churn. The project resulted in substantial improvements in efficiency, saving 
thousands of caseworker hours and improving the timeliness of applications. The Change for the 
Better project positions Ohio among the nation's first states to automate change reporting, where 
possible. 
 

Overall, agencies can confidently ensure continuous coverage for eligible Ohioans while 
allowing caseworkers to allocate more time to higher-value tasks. This results in enhanced 
satisfaction for our customers, reduced turnover, and improved timeliness in service delivery. 
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How Do We Know?  
The Ohio Benefits Program was able to measure the success of the project in realistic numbers that are  
tracked  and reviewed on  monthly basis and reported to CMS. The adoption results and stakeholder 
feedback are extremely positive to date. This resulted in compliance and saved case workers from 
manually processing over 3.8 million household reported changes since the onset of Change for 
the Better project. 

We have received positive feedback from our stakeholders, who were impressed with our recent 
achievements and conveyed appreciation for the team’s hard work. The positive responses highlight the 
impact of our efforts and motivate us to continue striving for excellence.  
 

 

What Now? 
To continue this trajectory of "Change for the Better," it is imperative to retrigger the No Touch process 
through a product upgrade feature – Resume No Touch. This involves resolving the remaining tasks 
that require human review and retriggering automation to further enhance the efficiency and 
effectiveness of the No Touch Process. The Ohio Benefits Program is EMBRACING MORE CHANGE! 
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