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CalSAWS Portal/Mobile

= Brand: The team assessed the current portals’ search engine visibility and found
opportunities for improvement. Search Engine Optimization (SEO)
recommendations provided on 02/02/21 and incorporated within the
development plan.

= User Centered Design (UCD): UCD plans are finalized for the 2021 calendar year
including more than 12 cycles of usability testing and discovery sessions for
Release 3.0 and Release 4.0 plans.

= Design: General System Design (GSD) and Technical System Design (TSD) Part |l
versions are submitted for review, including the CalSAWS APl interface details.
Deliverable comments are in progress and the Final Deliverable is on track for
submission on 03/01/21.

= Development Readiness: Development is on-tfrack for Increment 1. Release 1.0
(September 2021) development is organized into three increments to support
early and ongoing testfing.

= Operational Readiness: A list of 80+ readiness measures will be used to track and
assess the BenefitsCal system readiness for Production Go-Live. Work product
submitted 02/05/21.

= Testing/QA: Test case development is underway and Consortium reviews of the
System Test cases are in progress. Integrated UAT planning is in progress as well, for
end-to-end scenarios between BenefitsCal and CalSAWS.
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Portfolio Readiness Timeline
BenefitsCal + C-IV Migration
2021

Plan & Develop Materials

Develop

Jan Fel§ Mar Apr May Jun Jul Aug Sept Oct
Development n e e e e
Rel 21.03 Rel 21.05 Rel 21.07
Development DEV 1 DEV 2 DEV 3
c .
onversion : C4Y Mock C4Y Mock
Testing
System Test Rel 21.01 Rel 21.03 Rel 21.05 Rel 21.07
. Rel 1.0
. :
Design UAT Test Cases
:
User Acceptance Test UAT 1 N
. Cust. Usabilit
Training

Legend
Deliver Training . BenefitsCal
: ITTSME —
. C-IV Migration
Communications
Plan Communications  dlan | © Rel 2101
Deliver Comms Develop and Deliver 9 Rel 21.03
Develop and Deliver g Rel 21.05
H . Rel 21.07
; Site Enablement
Site Enablement : e BenefitsCal
. + C-lV
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Upcoming Testing Opportunities

= CRFl will be distributed soon to request participation in the User
Acceptance Testing Phase (UAT)

= We are also looking for a few participants to validate early,
during the System Test Phase (SIT)
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Real-Time Interfaces
Modernized from the current state

A

CalSAWS

v

29 BenefitsCal

Real-Time Interfaces

Between Systems
=  Document Upload
=  Applying for Benefits
= Redetermination
= Periodic Reports
= Checking Benefits
= Viewing Correspondence
...and more
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BenefitsCal Document Upload
On Desktop and Mobile Devices

= BenefitsCal @® © = BenefitsCal @® © = BenefitsCal @® @ = BenefitsCal @@ ©

Document Center

Not sure what to upload?
Let's ook at some examples

Let's upload Jane’s proof
of childcare.

= CHOOSE AFILE

Let’s upload Jane’s proof
of childcare.

Your 3 files are ready to upload

IMG_583748.jpg

Your file(s) were
uploaded!

Each file cannat be more than 8MB. - Remove
Upload Needed Due in 10 days Confirmation Receipt
. IMG_583749.jpg |
Recertification @ © How to get a good photo? v User Remove Date 09/10/2020
Case: 2343235, i
Due Date: 10/22/2020 CNonses Time 4:31 pm

o Childcare
UPLOAD
Jane Doe (34)
° Earnings
UPLOAD
John Doe (36)

Upload History

Below are the receipts for documents
you've uploaded in the past year.

To get a good photo, use bright light
and put your paper on a flat, dark
surface. Also, use your phone if it
has a camera.

file from
device

- Remove

g CHOOSE ANOTHER FILE

Each file cannot be more than 8MB.

© How to get a good photo? v

To get a good photo, use bright light
and put your paper on a flat, dark
surface. Also, use your phone if it
has a camera

Earnings John Doe (36)

09/22/2020 view receipt

Citizenship/Birth Tessa Doe (8)

09/22/2020 view receipt UPLO.
Citizenship/Birth Rob Doe (18)

09/22/2020 view receipt

Childcare Tessa Doe (8)

09/22/2020 view receipt

Earnings Jane Doe (34)

09/22/2020 view receipt

N

Submit Documents

Upload files requested by your county
worker that are not in your Upload Needed.

UPLOAD A DOCUMENT

CalSAWS | Self Service Portal Committee

Application Number 2ZJK063
Person John Doe (36)

Files IMG_583748.jpg
IMG_583748.jpg
IMG_583748.jpg

Document Type Photo ID/Social
Security Card

Text, email or print a copy of
your receipt for your records.

De®

CalSAWS



User Centered Design Plans (UCD)
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Summary of UCD Plans for 2021

Planning for and measuring the Customer Experience (CX)

2021
JAN FEB MAR APR MAY JUN JUL AUG SEP YOCT NOV Y DEC

Usability :

Testing Round 7 & 8

Incorporate UCD insights from Usability Testing into the design and development
Take it
to the Ad Hoc UCD Research + Incorporate UCD insights to design and development
Lab

Plan CX Measurements Launch CX Tools

Develop CX

Collect & Analyze CX Metrics
CX Measurements .

Measure . Baseline CX Metrics :
Baseline CX Metrics Configure and Test CX Tools Data Pull 2
Data Pull 1 . :
Incorporate CX
: Insights
Research : :
& Insights
ucb Release 3
Discovery

Research
& Insights
Release 4

Release 1 Release 2
CalSAWS | Self Service Portal Committee




Search Engine Optimization (SEQO) FIndings
and Action Plans
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Research indicates there are SEO opportunities
Customer and Data Research

Customer Research: Today, Data Research: A review of portal
customers learn about portals traffic revealed a drop in the ability to
through Caseworkers, instead of locate portals through online searches.
through web searches.
How did YOU Iearn QbOUf 1he CA Benefifs ALL » DEFAULT CHANNEL GROUPING: Organic Search ~
Website that you use to apply for and manage ™ All Users + Add Segment
your benefits? (Select all that apply.) 11.06% Users
60%

© 48.5% Explorer

% 50% Summary Site Usage Ecommerce

©

8 40% Sessions ¥ | VS. Selecta metric

Q 30%

o 16.3% @ Sessions

jz_ 20% % 9.9% g 3% 12.1% 60,000

(3) 10% ~7%° 59% 55% 4.5% 1.4%

2 18 s n =21

I S Q7 Q
. d\\(—@ {é\@o@ ((.\\@0 . 0@@ qé‘\ \@@50 6\\)(%\‘\ < Oyg\@‘ 20,000 W
QOL’ éc}\ OOO C/o{(\
g ° 2019
Above, results from our survey of 7,000+ customers. Of those who use a CA Above, organic fraffic on a portal, with a drop in traffic from which the site
Benefits Website to apply for benefits, the second-best way that never fully recovered.

respondents found out about the CA Benefits Website was through a
Search Engine (e.g., Google). Optimizing the search engine experience for
BenefitsCal is needed.
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Insight: Leverage ecosystem relationships to
create backlinks to the site

EH=) LIVE UNITED —

Finding X g
High-quality, natural links to a site act like W —— ?'t-'?%511”35'3153%2?5'5551cmimrmmw-‘
“votes" for that site's authority to search ' . X
engines (such as Google and Bing) and
BenefitsCal is part of a rich network of high-
quality sites from which it can request natural

backlinks.

Open enrollment is
here. Apply now.

Action Plan

Leverage ecosystem relationships to ask sites to
update links from existing portal sites to the new
BenefitsCal website. ST

. )

This could include the following: b
« Federal/State Websites —m— K— -

« County Websites fo attos CoVD 1 Voccnation. I
« Partner Websites (United Way, GetCalFresh, @ oooooo«
others)

Above, examples of high-authority sites that BenefitsCal has relationships

« Other Websites (Universities, others) with and from which we can request backlinks.
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Insight: 301 redirect from existing portals to the
BenefitsCal website

Finding Action Plan

We know a complete SEO site Complete SEO site migrations on all current portals
migration is critical to site when they are replaced with BenefitsCal. The
relaunches. Applying 301 redirects project team should refer to the redirect mapping
(redirect old URL to its new URL checklist for help and consider bringing in additional
site) will prevent losses in search SEO support during migration periods. The team
traffic. should also plan, as part of migration best practice,

to monitor post-launch performance to flag any
Major issues.

ALL » DEFAULT CHANNEL GROUPING: Organic Search + Jan 11,2018 - Jan 21, 2021

~»
All Users + Add Segment
11.06% Users

Explorer

Summary Site Usage Ecommerce
Sessions ~ | VS. Selectametric Day Week Month 24 o%

® Sessions
60,000

)
40,000

20,000

2019 2020 2021

Above, organic traffic on a portal with a drop in traffic mid-October 2018 from which the site continues to have
lower traffic than historical performance.

CalSAWS | Self Service Portal Committee




Insight: Expose new user relevant content

to the search engine

Finding

To appear in search results, search engines
(such as Google or Bing) need BenefitsCal
pages to return and display. Additional
content (like FAQ and Help pages) provides
additional opportunities for users to find and
enter the site.

Action Plan

Expose additional content to search (for
example, general questions and FAQ
content), to unauthenticated users.

If there are specific topics of interest (for
example, Covid-19 related service updates)
consider creating new, unauthenticated
content pages to compete for those specific
topics.

CalSAWS | Self Service Portal Committee

= BenefitsCal @® ©

< Back to Help Center

Frequently Asked Questions

What can we help you find?

General Questions >

O
&)
Ij Apply For Benefits >

>~z Notifications &
Q Messaging

nefitsCal @® ©

k to Frequently Asked Questions

eral Questions

do | change my language
erences?

e your language preferences from
ader of the portal or during the
ation process.

ere a mobile app for
fitsCal?

t BenefitsCal works across most

e devices. Log in at any time to
our benefits.

do | make suggestions to
ove BenefitsCal?

an make suggestions for

ements by reaching out to the

DEI0

county and site contacts: <Add

contacts>

Above, current FAQ screens within BenefitsCal.




Insight: Help Search Engines to redirect users
to BenefitsCal

Finding - Y YD) - -
Within the current benefit portals, a — p
significant number of people find the GERES Pl COMTRES  DEMGSS  SHARGAAREARAMGE DATES
portals by searching directly for portal =
names (referred to as high branded —
click volume).
Action Plan
Weave in the existing portal names
within the BenefitsCal homepage
(not just within a JavaScript banner),
to indicate relevancy.
This way, when users search for
existing portal names (like
“MyBenefits CalWIN"), the search will
return and direct the user to the Above, click volume to specific keywords on MyBenefits CalWiIN, as recorded by Google
BeneﬁTSCC” porTOI. Search Console. A majority are for brand-specific searches.
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User Conversion Plans
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User Account Conversion

1 2

Which user accounts What do users need to
will be converted? login to BenefitsCal?
Accounts will be converted IF... 1. Username or Email from

the current portal(s
The account has been portal(s)

accessed within the last two 2. Password from the current
(2) years, AND portal(s)

The account is linked to an No special link or code is
application or case required.

3

What's the first-time
login experience like?

Easy.

User will be prompted to
enter missing information

They'll set a new password

Please see the next slide for a
preview...

More information will be shared as we approach go-live (September 2021).
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= BenefitsCal

BenefitsCal Account Conversion
First Time Login Experience

Do you have a C4Yourself
Account?
You can use your C4Yourself username

and password to login for the first time
here.

Log In

Email (required)

| |

Password (required)

| l

Forgot Your Password?

LOG IN

@ Create New Account

An account let's you see your application
status and easily renew your benefits

CREATE ACCOUNT

o000 Community Based
" Organizations (CBO)

Help people apply for benefits and check
their application status

REGISTER YOUR CBO ACCOUNT

CalSAWS | Self Service Portal Committee

_ =

Log in with my

C4Yourself credentials.

Username (required)

Password (required

If you don't remember your
username or password,
create a new account

CREATE A NEW Al

= BenefitsCal

Let’s update your
account information.

First Name (required

| |

Last Name {required,

| |

Email (required)

| l

Password (required)

[ |

Must be at least

+ 8 characters long
je a number

letter

a special character ('#5%&)

Confirm Password (required)

[ |

The two passwords should match.

Mobile Phone

| |

D By checking this box, | verify that this
is my mobile number and consent to
receive text messages via automated
technology to this number regarding
updates by or on behalf of
BenefitsCal. Message and data rates
may apply.

D I read, or had read to me, and |
understand and agree to the Terms
and Conditions.

NEXT

Now, let’s set up a few
questions in case you
forget your password.

BenefitsCal

First Security Question (required)

- Select One - ~ l

Answer (requied)

| |

Only include letters and numbers

Second Security Question (requirec)

- Select One - ~ l

Answer {required)

| l

Only include letters and numbers

Third Security Question (resuirec)

- Select One - ~ l

Answer (required)

| l

Only include letters and numbers.

CREATE ACCOUNT

A confirmation email
is on its way to
janedoe@gmail.com.

1. Check your inbox for our
verification email

2. Click the link to verify your
account

Be sure to check your spam
folder if you haven't received it.

BACK TO HOME




Training Plans
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Training Plans: Summary of Scope
More information will be provided in June 2021

How-To Video Web-Based Training Job Aid User Guide
1 how-to video fo assist 1 online web-based 2 job.aids for System and 2 user guides fo support
Customers with a training will be available County Administrators. Customers and
common task (example: for Countiesscand CBOs/FBOs.
creating an account). Administraters.

Develop

May 2021 June-July 2021 August 2021

CalSAWS | Self Service Portal Committee
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