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What we've learned from MCCSS and

OASOS/DS members

Journey to Belonging:
Choice and Inclusion

Developmental Services Reform Framework




What we've learned from MCCSS and
OASOS/DS members

Simplified access

to services

Reduce wait times and
simplify onboarding

Person Centered

Service Experience

We plan to make services
better and easier for you
and your family to use.

Provide better
information so you can
choose theright services
foryou

Self-directed and
flexible Support

People have more control
over directing and
managing their funding
and supports
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Technology and
Tools

Try new ideas to improve
the service you get.

Use different tools and
technology to help you be
more independent and
take partin the
community

Process Fusion

Re magined




What we will cover today

® Introduction

® Person Centered Service Model

© Modernizing Intake and Service Navigation
© Enabling Fee-for-Serivce Model
© Modernizing Client Engagement

@ Pilot Program Demo

@ How you can participate

Process Fusion

Re magined



About @ Process Fusion

We are the back-office technology of provincial programs and
community service organizations

‘ ‘14 ) Passport Program Ontario BNeWBNoweauk
‘ / Funding for :ommurlisty participation Health EHQS,W,ICA
services and suppor

Referral Intake Processing

$700M 60,000

Program Clients
Funding

Process Fusion
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Alighed Goals and Missions

Sample -Strategic Goals

@ Diversification of funding sources
and sustainable funding

@® Grow capacity to support our
participants, staff and services.

® Demonstrate the effectiveness and
efficiency of our work through
evidence informed practice

@ Continuous quality improvement,
applied research and the strategic
use of technology.

@ Continue to explore and integrate
technology across our services and
infrastructure and responsibly
leveraging new tools to enhance
service effectiveness and improve
the lives of those we support

r )
REDUCE INCREASE
STAFE CAPACITY -
BURNOUT Client and
Staff
Streamline processes Do more with less
L J
e )
IMPROVE 2 » GROW
% .
SERVICE \& FUNDING AND
DELIVERY A SERVICES i
/ |, e b T
CHEE EERIEETIEAE Are Add new streams+ Fee for
Accessibility Sorvliees
L J
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Current State of the Social Service Sector

Admin burden erodes direct client service time

Figure 2: Nonprofits’ Leadership Challenges

Difficulty acquiring donors

Lack of resources

Lack ofnoprot warenees among poteni doers

Difficulty cultivating donors 25%

Ineffectiveness of traditional fundraising
Staff turnover
Ineffectiveness of digital fundraising
Business model is unsustainable

Difficulty retaining donors 8%

°
S S

Complex IT infrastructure 8%

Other %
©
s T

There are no challenges I 1%

Source: Statistics Canada
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Current State of the Social Service Sector

Frequent staff departures drive employees into exhaustion

Figure 4: Nonprofits’ Ways To Improve Staff Satisfaction and
Reduce Burnout

Created a hybrid work schedule to make office time more productive
while allowing staff to work from home some days each

Increased wages/salaries

Improved employee benefits

Used volunteers and/or consultants in strategic ways to lessen staff
workloads

Invested in technology to automate work that was previously done
manually

°
S
°
i °
8

5

Pemitted employees to work from home every day

@

3
=)
]
)
—_
(J
o~

Implemented a four-day workweek %

Other

N
\

10% M
> (L) NO TIME LEFT! ;

~

We have not tried to improve staff satisfaction or reduce burnout

Source: Statistics Canada

A negative relationship between administrative burden and program
take-up rates: the more complex or repetitive the agency paperwork,
the lower the rate at which clients access needed services and

supports.
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ACCESSIBILITY SERVICES AND BILL‘N&H i MULT' PLE FRAGMENTED SYSTEMS [ CLIENT PORTAL
:y CareDove] = (\ V/

IN SOCIAL SERVICES. . ( o ~—-

3 Ryt o= ;".:-;'.;~ | , SN
5 wy community Hub] R . i PN ' Under development
L N\ S /A . Vo & 1-2 years now

o [ @ Calendly J@
HRIS systems

™R
--uuu 5

CASE MANAGEMENT [EN—51F

Caseworks % - \ IS | ; s~ @

DAIMS 7

client, subsidized,
insurance etc...

> ; b ~ | : :
= =" Power Bl m ’

Funder Reporting - MCCSS ' Crystal Reporting etc




Key Challenges
©
©
©

Technology investment and

cha nge management

Process Fusion
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Effortless
Appointment
Booking

Pre-Service

) nService MM post-Senvice

Client Engagement Ecosystem

Simplified Easy and Secure Holistic Client
Onboarding Payments Support Hub
) itgemen
Automated Direct and Confidential
Workflows Communication

Process Fusion

&R (]
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What a Client Engagement Ecosystem can provide:

@ A purpose-built digital ecosystem @® Grow revenue and maximize funding
for social services delivery utilization
© Creates a unified approach between client © Fully automate complex fee-for-service and billing
engagement and staff processes.
© Has the flexibility to integrate with existing © Simplify multiple funder administration
legacy/ministry systems. requirements

© Easily add new programs/services

@® A more cost-effective and

sustainable approach ® Deliver better client experiences and

© Reduce costs by eliminating multiple disconnected outcomes

systems and licenses © Give clients greater control over how they access,
© Redirect staff savings/hours from administration communicate and manage services.

back into frontline services © Improve accessibility, engagement, and service
© Support more clients with the same resources utilization.
© Reduce staff burnout © Automate onboarding

: ‘ 77 S =—_——— /
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Client Engagement

Intake and Service Navigation

Process Fusion
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TRADITIONAL INTAKE STAFF CLIENT

CHALLENGES FRUSTRATIONS

DISCONEECTED INTAKE  PROGRAM ED FRUSTADLS

Staff

Static service description pages on website
- Simple inquiry / request form

MANUAL DATA ENTRY 0, (\ &/

» BBE:

- Time-consuming workload management R'ﬂ?:s;mz; nCD

- Manual eligibility checks (®)
TIME-CONSUMING

WORKOLAD

Client

- Disconnected intake across programs
- Repetitive, overlapping forms

:

SN

il
N

B
COMPLICATED
- Complicated and unclear questions QUESTIONS M
- Long wait times for support Rmm
>
MANUAL ELIGIBLITY CHECKS LONG WAIT TIMES

Process Fusion

B o d
Re magine
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NEW MODEL

AUTOMATED INTAKE & REDUCE WAITLISTS

Staff

- Automated intake and e-signatures

- Eliminate data entry or validation

- Auto-booking with intake/program teams

- Real-time eligibility review and
prioritization

Client

- Streamlined access/service navigation

- Single, streamlined intake across programs
BEFORE: LONG WAITLISTS AFTER: REDUCED WAITLISTS & MANAGEMENT - Simple, tailored forms
Slow, complex eligibility checks Efficient eligibility & multi-program flow - Faster access to services

- Instant, responsive feedback

Process Fusion
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o] N ¢ e L
. SMART MATCH: CLIENT-SERVICE WORKFLOW 3
I

= [ CLIENT
NEEDS
Ve e

O

641 DIGITAL

Automated Navigation
O—VALIDATION +.0

, IN >
? g:'w v' Automated, Outlook-integrated scheduling

v' *NEW - Smart client—staff matching
v Automatically connect clients needs VS
o«

R

1. SITE CRITERIA

3, STAFF CRITERIA. Y

programs, proficiencies, availability

‘ H @@ v’ Easy appointment management and updates
o 2 v Multi-profile staff/programs calendars with
iy scheduling logic

/‘,, — \ g v Minimal manual follow-up
GB) )

v’ Simplified, person-centered client experience

)

| @) ns © @LHE.IO & v Automated Waitlist management
\ ) @ﬂlﬂ* , \ ‘.__4 / :

o

NG
$ COUNSELLOOR FAMILY SUPPORT + RESPITE + ENGLISH +
+ ENGLISH FRENCH + TUESDAY MON-THURS 9AM-4PM =
o ane o

Process Fusion
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Client Engagement

Funding Administration + Fee for Services

Process Fusion
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TRADITIONAL FEES

Staff

- Manual booking, attendance tracking, and
invoicing
- Complex billing and payment processes
- Multiple subsided funding model
- Payment collection and follow-ups
- Receipts and record-keeping

Client

- Limited control over booking and edits

- Manual, cumbersome payment and invoicing
reconciliation

- Hard-to-access receipts

- Low utilization of funding/services

MANAGING
COMMUNICATION
CHALLENGES

MANUAL BOOKING, ATTENDANCE
TRACKING & INVOICING

MANUAL ELIGIBLITY REVIEWS
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CLIENT
FRUSTRATIONS

LIMITED CONTROL OVER
BOOKING & EDITS

MANUAL INVOICING AND
PAYMENT PROCESCING

LOW UTILIZATION OF FUNDING/SERVICES

Process Fusion

Re'magined



Traditional

Model Fully
Funding

SIMPLIFIED NON-PROFIT FUNDING & SERVICE MODEL

1. ALLOCATION 2. PLAN & MANAGE 3. EXECUTE & SERVE
& & AGREEMENT (Financial / Ops) (Client Services) 4.REFORTG REVIER: 4
wnistey | Ministry provides [ INTEGRATED BLUEPRINT | o a%m e Consolidated =
(FUNDER) funds and signs -~ % Annual Reports |EE
contract. g (8%, v ) — .
Define 1M Budaet. set Serve 1000 Clients: Ministry Reporting
ges Intake, Programs, & Reconciliation
targets, allocate resources. Data Collect :
AGENCY ata Collection. Compile data,
(NON-PROFIT) (Budget: 1M/ Clients: 1000 ) submit reports.

ADMIN

INTERNAL
DEPARTMENTS

RECIPIENTS OF | <—
DAY PROGRAM, CPS,

COUNSELLING

(1000 CLIENTS)
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INTEGRATED NON-PROFIT FUNDING & SERVICE MODEL
(WITH FFS BOTTLE-NECKS)

1.ALLOCATION  2.PLAN&MANAGE 3. EXECUTE & SERVE
& AGREEMENT (Financial / Ops) (Client Services) /4 REPORT &REVIEW

: INTEGRATED BLUEPRINT |
s €

AN\ TARGETS A\ v= . |
CONTRACT, A v-::i:. | K¢ — = pO =
N INTAKE PROGRAMS _DATA

— @ 2z
) complex, (actvty group) COLLECTION

>

Consolidated ﬂ
Annual Reports |[BEIL

" MINISTRY
(FUNDER)

BUDGET

Growi ng " P2 | nssouncssmu'munggej @ Serve 1000 Clients
. AGENCY Ministry provides | (2B, FEES-FOR-SERVICE |  3B. FFS EXECUTION  4B. FFS RECONCILIATION
Funding + Fee (NON-PROFIT) funds &signs | | (FFS) MANAGEMENT & SUPPORT & AUDIT

for Services

contract. ’ o ; ; x
Define FFS pricing & Deliver billable services. | |eser 'j @ A
manage revenue. =l
: — &Z) Cumbersome
T = A Client
Payment Reconciliation

ﬁc

ngh Admin

LIENTS | © i hod Opaque 5 N

_(Service Recipients)  Overhead (Manual Tracking) Pricing/Receipts F&E%fgﬂ%ﬁ&gﬁs

( EXTERNAL PAYORS (CLIENT VIEW) @

(FFS/PASSPORT)* i _J >

( Passport B CLIENTS

= FYodam , : . (Service Recipients)

Individual Passport *Continually funding based on review* Ly J
(_ Payor  Program )<

Process Fusion

®
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MODERN INTEGRATED FUNDING & SERVICE OPTIMIZATION PLATFORM
D [ diversity, not overhead

AUTOMATED UNIFIED PROGRAM  RECONCILIATION = REPORT E b v :
ALLOCATION PLAN DELIVERY & PAYMENT & VIEW pEQl)
! " Plan: Scale & Clear: Choices
MINISTRY Efficiency of reports $1 2M
(FUNDER) = = - Total Scope
o7 Diverse
Universal Model O . Allocation
& (NON-PROFIT) & Sign-off 1200
(72]
Funded + Fee & @ Total Reach
o = S >
For Services & Allocation = i -
& Slgn'Oﬁ = :“nce Hlsioj( DI'-YUESSIIEI(ED
Service Recipients) |
(Service Recipien s) g £ ‘ Cadt :
EXTERNAL PAYORS ) T ‘ Cards  EFT
P Program Delive Reconciliation  Client Portal View
PASSPORT ) : ’ Sofmet ADMIN
FUNDING  FUNDING | <€ J ) OVERHEAD

Process Fusion
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Automated Fee-for-Service & Funding: Inspired by Shopify

BEFORE: Manual & Disconected AFTER: Automated & Integrated

1 | = @
‘ 4
F“"di"%/ Payment Efforlest Booklng Automated

]
ans Payments & Receipting

Shopify-Style
Automation Engine

Invoising
Payment Plans i

(O
Lt Wﬁ

=1 =5 | anill
.E. ] ===
— Instant Invoising Simplifcied
Receipting Manual Payment & Plans Claims Processing

Processing

Increased Revenue, Better Funding

Slow, error-prone, N )
Utlization, Zero Manual Finance

high-admin cost

Result: Grow Revenue Result:
& Funding Eliminate Manual Finance
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NEW MODEL

Staff

- Fully automated administrative processes

- Auto-generated invoices and payments

- Automated payment follow-ups and receipting
- Automating multiple payment streams

- Client-managed service booking

Client

- Self-service catalog and navigation

- Modern, e-commerce-style experience
- Streamlined payments and receipts

- Increased utilization of funding/services

Process Fusion

Re'magined



Client Engagement

Client and Staff Interaction

Process Fusion

)
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TRADITIONAL ENGAGEMENT STAFF

COMMUNICATION
CHAI.I.ENGES
Staff ﬁ I *
- Heavy manual admin and data entry @
- Time spent chasing documents and signatures '}\EDAJL'QA,;‘:T“AL\) ' o

- Decentralized communication (email, calls, meetings) ENTRY

- Manual eligibility reviews

Client

- Paper-based forms or manual sign off

- Missing documents and information

- Confusing and complex documentation

- Limited control and visibility of programs
- Long wait times for responses

CHASING DOCUMENT
& SIGNATURES

DECENTRALIZZED
< COMMUNICATION

MANUAL ELIGIBLITY REVIEWS

Copyright ©2026 PROCESS FUSION All Rights Reserved

CLIENT
FRUSTRATIONS

PAPER-BASED FORMS /
MANUAL SIGN OFF

MISSING
DOCUMENTS

CONFUSING & COMPLEX

nocuusumloRN M m mﬂ

LONG WAIT TIMES FOR RESPONSES

Process Fusion
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SECURE COMMUNICATION HUB & COLLABORATION PORTAL

CLIENT ACCESS & ENGAGEMENT

STAFF WORKFLOW & EFFICIENCY

TEAM TEAM WORKLOAD
INSIGHTS

SYSTEM BENEFITS
o
B O a
AUTOMATED
ELTOMINATE FOLLOW-UPS INSTANT
DOCUMENT MGMT &REMINDERS  SECURE MESSAGING STAFF

0\

E. BEFORE: MANUAL & .',,(_,ﬂ \ AFTER: UNIFIED ',
@ DISCUNGECTED -‘s’v & EFFICIENT 660

Copyright ©2026 PROCESS FUSION All Rights Reserved R ei

NEW MODEL

Staff

- Automated reminders and follow-ups

- Centralized communication and document
management

- Fully automated document handling (send, receive,
store)

- Real-time client notifications

- Improved compliance through centralized records

Client

- Simple, digital self-service experience
- Seamless communication with agencies
- Automatic updates and reminders

Process Fusion

magined




Client Connect

Pilot Project Demo

Process Fusion
o N QR °
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Person-Centered Service Model

How you can participate

Process Fusion

RN \% Re magined



W/////////////}/)))W )/

Build on what you have
How it can work with your CRM (If required)

P SYSTEM ARCHITECTURE FLOW ~

- g@ Service
Families & a4 Providers

USERS ‘ Clients @ @ ?@ e

==

CRM (Core System of Record) 4 A
@ \ = (Jenlll IR | HRIS

\ {:} External Platformus
(e.g., Business CentralUGP,
Workflows & \HRIS, Marketing, etc.)

Case Management Automation
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Process Fusion: Redefining Social Service Delivery - Pilot Success

The Legacy: A Fragmented System Modernize Tour Agency The Future: A Unified Client Engagement Ecosystem
I AGENCY ECOSYSTEM, TYPICAL FRAGMENTED SYSTEMS | Apply for the Tech
M rorus 2 ecosysTEM CRM & PROCESSES FINANCE SELUING = for %gsrégoeo(é'iam:
"«(7 \ D °(/ %’ 0 )| 88 T....
"""\ b /'.' [/4’ cm | EA ‘

lb Chert ritoe Cet vNc e

‘ )g_]—_f% §\,\/é/ Qé}.‘:

SCHEDULING-BOOKING |

e e Ports S
St et »

&&%%m

WILLING

V) ‘.
: 8
Ce-s
- So 9&
Vomrl&;‘? ’ \ ,_.
g8 Sp— [
niste

Marugoment

- S—— =

Scan to Apply |

‘ oBo X
What You Get: p %MEI" 4

1. Software 2. Expert 3.Consulting & 4. Technology

Access Support Assessment Roadmap
Why Our Pilot Succeeds: Minimal Risk, Shared Value Take Action
« Zero Capital Cost - takennest of therrremonerment provides - - | Join Our Pilot: Free Compatibility Assessment
« Sustainability - Intevitaility, secuity, perttainability and renoorbnimal éonflection - "N A REns Resered Request an assessment: Scan the QR Code

* Inteqgration




Reduced risk and clear accountability %

© We take on the upfront risk of customization and onboarding.
No immediate capital costs for setup
© Not promising the world VS clearly defined results

A risk-adverse adoption

A partnership model that aligns with your success
© Our cost model is aligned to your funding/fee for services model

Example:
@® Fee for services = % of fee or fixed rate

@ Ministry Funded - # of clients

Process Fusion
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Will joining the Pilot be right for you:
Compatibility Review - Part A

Strategic & Ecosystem Fit (Low Time Commitment)

Estimated time: 1 hour call discussion + minimal prep

Workflow
[ J
Re'magined




Will joining the Pilot be right for you:
Compatibility Review - Part B %

Operational & Requirements Review (Time
Dependent on Scope)

Only if Part A indicates strong alignment do we move into Part B.

Estimated time: Is flexible and tailored to the scope and complexity of what the shared services
=SS system would need to achieve. Collaboration to define the level of engagement that fits your
ity and priorities.

[T,

=

Process Fusion
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Will joining the Pilot be right for you:

Phase 1: Discovery - Part A and B

At the end of the feasibility process, we will have clarity on:
1. Does the system meet your needs?
2. Are there any risks or limitations?
3. Would the utilization model create a true win/win for both parties?

Phase 2: Customization and Tailoring
* PFl Investment: Onboarding and Configuration
« Agency Investment: Just your initial time
« Transition Plan : TBD

Process Fusi

e
»

B
y
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A\

Person-Centered Service Model

Q&A
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