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ODHS Equity North Star

The Oregon Department of Human Services inclusively leads with race 
and intersectionality in order to address the roots of systemic oppression 
that impact all protected classes.

We are dedicated to making services, supports and well-being accessible 
to all.

We are committed to partnering with communities to develop and deliver 
policies and programs that are equitable and improve community 
conditions.

Staff and communities will know services and supports are working when 
all who live in Oregon, regardless of identity or place can achieve well-
being.
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Agencywide focus 
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THREE AREAS OF PRIORITYODHS has three areas of priority:

Strengthening our  
foundations

Responding to 
emergencies and 

disasters

Creating the future 
of human services 

in Oregon



ONE staffing request 
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ODHS is requesting 328 additional staff positions to help us 

meet the historic demand for medical, food, cash, and 

child care benefits brought about by the pandemic.



What is ONE? 
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Launched in spring 2021, the ONE eligibility system allows 

Oregonians to apply for medical, food, cash, and childcare 

benefits in one place.

The integrated system has made it possible to 

serve more people than ever before and has 

been a key element of the state’s pandemic 

response.
Serving 

more than 

1.4 million 

Oregonians



What is happening now? 
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ONE applications for medical, food, cash, and childcare assistance 

are backlogged. 
x

As of February 11, 2022: 
x

• Call wait times are averaging 21 minutes for 

support staff and 35 minutes for eligibility and other 

specialized help.*

• 12,075 applications are past their federal processing 

deadlines.** 
x

*As of January 30, 2022

**As of February 11, 2022



Application processing timeframes
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PROGRAM TIMEFRAME

Medical 45 days from date of request

SNAP 30 days from filing date

Emergency SNAP 7 days from filing date

CASH 30 days from filing date

ERDC 45 days from filing date

TA-DVS 12 hours from application 



Backlog by program
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As of February 10, 2022, 12,075 applications are past their processing deadlines:
x

7,164

OHP

3,149

SNAP

695

E-SNAP

744 

TANF

272

ERDC

51

TA-DVS



Why is it happening?
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Caseload has increased across programs since the pandemic began:
x

• Oregon Health Plan (OHP) applications are up 28 percent* 
x

• Employment Related Day Care (ERDC) applications are up 26 percent
x

• Supplemental Nutrition Assistance Program 

(SNAP) applications are up 10 percent
x

• We have issued pandemic payments 

through SNAP and Temporary Assistance 

for Needy Families (TANF)

*Data on this page are from January 24, 2022



Oregon Health Plan enrollment 
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What is a case?
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A person has a case associated with each of the programs they apply to. As of February 9, 

2022: 

PROGRAM ACTIVE CASES

Medical 833,636

Presumptive Eligibility 1,141

CASH 18,046

ERDC 8,882

SNAP 277,074

E-SNAP 127,066

TA-DVS 1,192



Eligibility roles
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x

HSS 1
x

SUPPORT STAFF
x

Answers phones and 

staffs front 

desk, issues EBT 

updates, handles 

scheduling, processes 

demographics, upload 

info into ONE, 

performs triage

HSS 3
xx

ELIGIBILITY WORKER
x

Processes 

determinations 

redeterminations, 

changes, paystubs and 

other submitted 

paperwork

HSS 4
x

LEAD WORKER
x

Provides oversight, 

reviews eligibility 

work, acts as team’s 

policy and technical 

resource, processes 

complex cases as 

needed



The backlog is beginning to shrink



Challenges ahead
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• The implementation of Healthier Oregon (Cover All People) 

will add up to 80,000 additional people  
x

• SNAP eligibility expansion will add an estimated 18,000 

additional people
x

• Redeterminations triggered by the end of the public 

health emergency 



Medical redeterminations 
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Budget request 
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The $26.9 million investment includes funding for 328 positions:

• 200 eligibility workers

• 16 supervisors

• 16 lead workers

• 86 support staff

• 10 human resource analysts 



Eligibility Worker (HSS3) budgeted to actuals

Date (edit in slide master) 17Strengthening foundations 
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Expected improvements
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Following the onboarding and training of new staff, we expect to see:

x

• Reduced call wait times 

x

• Reduced applications backlog 

• 128 additional applications or 

redeterminations could be processed 

each day with the requested

eligibility positions. 
x



Risks
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Without the requested resources, we can expect: 

• Longer call wait times 
x

• Extended application processing times 
x

• Reductions, delays and disruptions in critical 

benefits to Oregonians in needx



A critical investment
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We must invest in additional staffing in order to get Oregonians the help they need 

and prepare for the challenges ahead. The requested positions will facilitate:
x

• Better and more timely customer service  

• Maintenance of Oregonians’ medical coverage 

• Child care availability to working parents 

• Continued food and cash supports to Oregonians 

in need
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