
Michigan Department of Health & 
Human Services

Integrated Service Delivery

Putting people first, with the goal of helping 
all Michiganders lead healthier and more 
productive lives, no matter their stage in life.



Integrated Service Delivery: A Multi-Year Transformation 

Integrated Service Delivery is a 

comprehensive, transformative effort 

in Michigan to better integrate 

programs and improve customer 

service and outcomes. 

Person Focus

Holistic, proactive approach focused on 

improving outcomes

Highly automated, streamlined self-

service capabilities

Overarching person focus

Increasing opportunity for MDHHS staff 
to focus on people over process 

Providing well-rounded, localized, 

specific supports to maximize results

Government and communities 
collaborating to serve residents better



What Michigan Has Undertaken Thus Far

Developing a new online system which guides residents (and facilities community partner 

assistance) through a process which assesses needs and connects them to resources, both 

state programs and community supports, that improve customer stability and makes 

available modern benefits self-service features

Creating a new application for public assistance programs which substantially shortens 

application time, reduced application complexity and improves processing time 

Implementing a task-based casework system which delivers program eligibility 

determination and other casework processes in a more efficient and responsive manner 

Launching a streamlined customer contact point which better manages incoming 

phone calls and other contact types, in addition to offering more self-service options 

over the phone

Modernized Self Service Portal

Improved Application

Efficient Task Based Processing

Improved Contact Center Technology



Modernized 

Self Service 

Portal



Guided assessment which reveals users’ underlying 
needs in a more proactive manner 



State assistance programs and community resources 
presented together in one set of recommended supports



Online exploration for community supports with key 
resource details and location-based services



Modernized public benefits self-service features with a mobile device 
emphasis, including more detailed views of benefit information and 
intuitive benefit maintenance   



Modernized public benefits self-service features with a mobile device 
emphasis, including more detailed views of benefit information and 
intuitive benefit maintenance   



Features to support community partner staff in 
providing navigation support to users



MI Bridges Features

What We Are Piloting Today
Focus: Test New Ideas

What’s Coming in February 
2018
Focus: Advance Existing Capabilities 

What’s Coming in the Future
Focus: Evolve and Reimagine 

Help Me Find Resources

Explore Resources

My Resources 

View Benefits/Letters

Community Partner Navigation 
and Referral

Real-Time Customer Support 

Registration and Identity 
Confirmation 

Apply for Benefits

Renew Benefits

Report Changes

Upload Documents

Multi-Channel Notifications 

Multi-Lingual Support

Advanced Analytics for MDHHS 
and Community Partners 

Enhancements from User and 
Partner Input

Stronger 2-1-1 Partnership for 
Statewide Resource Quality

New Program Integration

New Community Resource 
Integration

Emphasis on Post-Eligibility 
Experiences

Continued Improvement for the 
Application and Renewal



Questions? 


