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1 OVERVIEW

Marin County’s interactive voice response (IVR) system, currently hosted on Cisco
Customer Voice Portal (CVP) and contact center software will be migrated from the
Cisco Unified Contact Center Enterprise (UCCE) to the cloud-based Amazon Connect
software as a service (SAAS) contact center.

1.1 Current Design

Currently all phone calls to 1-877-410-8817 are routed to the Cisco UCCE contact
center software. All the software and hardware required to operate the contact center
are installed in the C-IV Datacenters, and the Marin county contact center site. Phone
calls are routed through T1 PRI lines that are located at the Marin County contact
center.

1.2 Requests

Create a new Amazon Connect instance that allows inbound and outbound dialing.
Migrate the phone number 1-877-410-8817 to route through the Amazon Connect
cloud-based contact center solution and migrate the IVR from the CVP application to
Amazon Connect Contact Flows. The new contact flows will handle all existing IVR Self
Service, and routing to queues to eventually be handled by an agent.

1.3 Overview of Recommendations

Migrate the Toll-Free Number 1-877-410-8817 to route through Amazon Connect
Migrate all existing WAV file prompts from Cisco to Amazon Connect.

Migrate the CVP IVR Call from Cisco to Amazon Connect.

Recreate existing Cisco Skill Groups as Amazon Connect queues.

Update the Amazon Connect Hours of Operations to match the existing Contact
Center Open Hours.

Recreate all Finesse Phone Book Entries as Quick Connects
Import existing agents from Cisco environments as Agents in Amazon Connect.

o N =

Create Routing Profiles for both English and Spanish queues.

0 o N o

Recreate the Cisco Agent Teams as Agent Hierarchies.

1.4 Assumptions

e All existing IVR functionality will carry over from Cisco to Amazon Connect

o This includes Voice Biometrics, Self Service Benefits information, Post Call
Survey, Web Chat, and Professional Voice Talent.

o This also includes the new functionality not currently available in Cisco,
Courtesy Call Back.

© 2019 CalACES. All Rights Reserved.
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2 RECOMMENDATIONS

2.1

Phone Numbers

2.1.1 Overview

Amazon Connect requires a phone number to route calls to agents. A new
phone number can be claimed, or an existing phone number can be ported
into Amazon Connect. After claiming a new phone number, or porting an
existing phone number you can also choose what kinds of calls you intend to
take, either inbound calls, outbound calls, or both.

2.1.2 Description of Changes

The existing phone number 1-877-410-8817 will be migrated from the vendor TPX
to Amazon Connect. This is accomplished through a support ticket opened with
Amazon.

Once the phone number has been ported to Amazon Connect and associated
with our Connect instance, we can choose how that phone number is routed,
with Contact Flows.

2.2 Contact Flows

2.2.1 Overview

A contact flow defines the customer experience with a contact center from start
fo finish. Contact flows have multiple template types to interact with the caller in
different manners.

© 2019 CalACES. All Rights Reserved.
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2.2.2 Welcome Contact Flow

When a caller dials 1-877-410-8817 they are directed to the Welcome Contact
Flow. If an informational message has been enable through the remote
management application, it will be played following the language selection.

County CSC TFN
877-410-8817

Welcome to Marin County Public
Assistance Call Center.

H msg_C21_Welcome I

_________________ -

To confinuein English, press 1.
Para espanol, oprima 2.

! menu_C90_Language_Menu_EN ]

| B panish

Info ) f
<Dynamic Message>
Msg ves g @ ]
1

1
! Marin_Info_Msg !

N T [T

Calfresh, General Assistance, MediCal, and

Our office provides benefits such as, CalWORKs,
other Health Care Coverage options.

1 msg_C21_Information H

Your call may be recorded for quality and
fraining purposes.

H May_Be_Recorded |

Person
Lookup

© 2019 CalACES. All Rights Reserved.
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2.2.3 Person Lookup Contact Flow

All callers are directed to the Person Lookup Lambda. Initially the caller’s phone
number is sent to the IVR Webservice to determine if that phone number is
associated with a person that has a voice print. If the Welbservice doesn’t return
anything, they are sent to the General Menu. If the Webservice returns a list of
Pers_ID’s larger than 0, we first check if the list is larger than 15. We check the size
of the BVP list fo keep the response time minimal when comparing voice prints. If
a caller returns to the person lookup contact flow, the system will attempt to
identify the caller with either their social security number or the case number.

(_PersonLookupWebserviceLambda

(

=1 [ No Maich

From
Voice Login
Menu

Ye

No Match ®

We recognize your phone >1
number in our system.
: msg_C90_Recognize_ANI ':

Voice Login
Menu

No

No Match

A 4

Colect
Voice

© 2019 CalACES. All Rights Reserved.
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From

Voice Login
Menu

No Match

=Y.

A

|

locate your record in our system.

We're sorry, we are unable to J

msg_C90_Unable_To_Locate_Rec ord

General
Menu



2.2.4 General Menu Contact Flow

Callers are directed to the General menu if they do not have a voice print, or
they've opted to return to this menu. Callers are offered three options on this
page, calling about an existing case, listening to office hours and location, and
general questions.

Start

If you are calling about your case, Press 1
For office hours and locations, Press 2
| For all other questions, Press 3

[ Sorry. | did not receive a ] To hear these choices again, press 7.

response.

| 1 | menu_C21_General_Menu !
1 msg_C?0_Nohput 1 1 !

A A \ 4
Login Office No Case
YIS Menu Hours Menu

[ Sorry. A response is required To]

continue.
:\ msg_C90_Max_Nolnput ’: =3 No—p| Sorry. Thatis not a valid response. ]—

i msg_C90_NoMatch !

Release Call

© 2019 CalACES. All Rights Reserved.
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2.2.5 Login Menu Contact Flow

If callers select the options to indicate they are calling about their existing case,
we first check to see if that caller already failed to login with their voice. If that's
frue we immediately send them to the Collect Case contact flow. If that is not
true we give the caller three options, login using their voice, enroll their voice, or
login using their case number and IVR PIN.

Start

Failed
‘ Voice Yes

No Login

For faster access to the system Y

use your voice. This will take Cé)llect
about a minute. ase

1
i msg_C90_Voice_Access /
\

e e e

If you have enrolled your voice log in, press 1.
To enroll your voice log in, press 2.
To log in using your case number and IVR PIN, press 3.
To hear these choices again, press 7.

I menu_C90_Login_Menu \

\ 4 A
Voice Collect
Enroll

Case

Menu

© 2019 CalACES. All Rights Reserved.
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2.2.6 Voice Login Contact Flow

If a caller selects to login using their voice, they are asked if they would like to
enter their case number or social security number. This is used to locate a pers_id
to identify what voice print to compare the voice print with.

To enter your social security number, press 1.
To enter your case number, press 2.

1 menu_C90_Voice_Login_Menu !

Collect Collect
SSN Case

© 2019 CalACES. All Rights Reserved.
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2.2.7 Collect Voice Contact Flow

If a caller is identified with their phone number by the Person Lookup Lambda, or
opted to login with their voice and successfully identified themselves with their
case number or social security number we ask them to speak their passphrase,
“my voice is my password, please verify me.” The passphrase is sireamed o the
Nuance Security server to compare the passphrase with previously enrolled
voice prints. If the voice print doesn’'t match the previously recorded voice prints,
they are eventuadlly sent to the General Menu.

The error messages are

Gllec
Voice
»  Case
ooku

Person

Lookup No Match
Index
After the tone, speak the following phrase. <=0
“My voice is my password, please verify me." l
menu_C90_Enter_Voice_Enroll_Menu
Voice We are sorry, we are unable to
process your voice login at this
time. Please try again later.
msg_C90_Collect_Voice_Eror
Your voice login does not General
match our redords.
msg_C90_Collect_Voice_NoMatch
> NuanceSessionHandler {
Vonc:féllrgoMffch We could not hear that , please
ess move your mouth slightly further
Vmceprlr&évﬂsmcfch from the microphone and
k in.
InfernalError speak again
Unrel|ot/:\|ege$|S|oLnThéesholds msg_C90_Record_Error_HighSaturation
udioTooLou
MulfiSpeakersDefected
T e
udioTooSo
ToneDefected We did not catch 1hqf , can you
Vmceprlnfl?sccincluswe please speak again more
Oloe slowly.
NotEnoughAudio 4
., Tl'mgdldAL;%Of =g msg_C90_Record_Error_LowNetSpeech
yntheficSpeechDefecte - J
Playbackindicafion
WrongPassphrase

Y
AudioTooNoisy We did not hear you speaking,
please repeat the phrase, My -3 No
Voice is my Password, please
verify me.
msg_C90_Record_Error_NoVoiceData
Yes
Are you in a noisy environment?
Please move somewhere

quieter and fry again.

msg_C90_Record_Error_LowSNR

|

We're sorry, we are unable to
locate your record in our General
system. Menu
msg_C90_Unable_To_Locate_Record

© 2019 CalACES. All Rights Reserved.
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2.2.8 Collect Voice Case Lookup Contact Flow

If a caller successfully authenticates with their voice, we check if the Pers_ID that
the voice print is associated with is associated with a Marin County Case. If the
lambda doesn’t return an active case, they are sent back to the general menu.
If the lambda returns more than one case for that Pers_ID they are asked to
enter the Case number they are calling about.

Start

( CaselLookupWebserviceLambda |
=1 =0

4

We are sorry, we are unable to
process your voice login at this Y
time. Please try again later.

>
i msg_C90_Collect_Voice_Error E Case >1—> Pplease enter your seven digit case number.
A -
i digits_C90_Collect_Voice_Collect Case 1
L o o o e e e e e e e e e e e e e 1
Case
General
Menu
GetCaselLookuplLambda
Maitch No Case Info / Error
=1
v v
Login General
Results Menu

© 2019 CalACES. All Rights Reserved.
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2.2.9 Collect Case Contact Flow

If a caller selects to login with their case number and PIN, we first need to gather
their case number to start the login process. After the caller enters their case
number they system verifies that they entered seven digits.

Start

10 Seconds Timeout |

Please enter your seven digit case number.
If you do not have or do not remember your
case number, please press star to continue.

digits_C90_Collect_Case

_________________ T

A
CheckCustomerinputLambda

=VALID =STAR NoMatch
A N
Caso Progrom
Validation 9
Menu
Yes
Sorry. | di i
my. | did not receive a No Ves
response.
I msg_C90_Nolnput_Case ':
NoPIN
Program
Menu

© 2019 CalACES.
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Sorry, that is not a correct case
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2.2.10 Case Vadalidation Contract Flow

If a caller successfully entered seven digits, the system verifies if that is a valid
case number. If it is valid, it then checks if the caller came from the New PIN or

Voice Login Menu. If they didn't we send the caller to the collect PIN contact
flow.

Colect
Case

( CoseValidationWebservicelambda |
Valid Invalid

Yes =4 Yes

Noj

Sorry, this is not a comrect case
number. Please try again.
I msg_C?0_NoMatch_Case 1

Yes
N !
No
Person Collect
Lookup Case

NoPIN
Program
Menu

© 2019 CalACES. All Rights Reserved.
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2.2.11 Collect PIN Contact Flow

Callers are asked to enter their IVR PIN to complete the login process. After they
enter their four-digit PIN, the system validates that it's four digits in length.

Start

Please enter your 4 digit IVR PIN. If you
do not have or do notremember your
IVR PIN, please press Star to continue.

! digits_C90_Collect _PIN 1

PIN

A
CheckCustomerinputLambda (
=VALID =STAR =Nolnput NoMafch

NoPIN
Program
Menu

Login
Results

That is not an option.
N Please try again.

|‘ msg_C90_NoMatch ,I

Sorry. | did notreceive a
response.

1 msg_C90_Nolhput 1

NoPIN
Program
Menu

© 2019 CalACES. All Rights Reserved.
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2.2.12 Collect DOB Contact Flow

In the event a caller has the same IVR PIN as another member on their case, we
require their date of birth to determine which person is calling. Once they enter
their date of birth, we validate that it is the correct format before sending it to

Login results contact flow.

Colect
PIN

Please enter your date of birthin the

» following format, two digit month two
digit date and four digit year.
! digits_C90_Collect DOB
"""""""" pos |
A
( CheckCustomerlinputLambda
=VALID =Nolnput NoMatch
\ 4
Login
Results
v Yes
Sorry. | did not receive a N -3 Ye

response.

1 msg_C90_Nolnhput 1
— e, e, e, e, e, e ———————— "
NoPIN

Program
Menu

© 2019 CalACES. All Rights Reserved.
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2.2.13 Collect SSN Contact Flow

If a caller is requesting a new IVR PIN or are attempting to login with their voice
and we didn't identify them by their calling phone number, we require they
enter their social security number. Once the caller enters their SSN we validate
that it's nine digits in length. If the caller presses star indicating they do not have
or do not know their SSN, we check if they were requesting a new PIN. If that is
true, we send the caller fo an agent.

Please enter your 9 digit Social Security Number . If

you do not have or do not remember your Social
Security Number, please press Star.

' digits_C90_Collect SSN !
______________________________________________ 1

N

v
CheckCustomerlinputLambda
=VALD =STAR =Nolnputf NoMatch

N Sorry, your social security number
should be nine digits long.

1
Yes ! msg_C90_Max_Nolnput_SSN )

Yes

A 4

General
Menu

No

number is required to request a

Sorry a valid social security
new IVR PIN.

1 msg_C90_No_SSN 1

0204
Exit Sorry a valid social security
Reasons number is required to continue.

I msg_C90_No_SSN_Voice ]

General
Menu

© 2019 CalACES. All Rights Reserved.
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2.2.14 Login Results Contact Flow

Once a caller authenticates with either their voice or with their case number and
IVR PIN, we check where to send the caller. If the caller is the primary applicant,
or MediCal is active on the case and has a voice print, we send them to the
case self-service menu. If a caller successfully authenticates, but are not primary
and MediCal is not active, we send the caller to the Program Menu. If the caller
authenticates with their case number and IVR PIN, and there is a duplicate PIN
on that case, we send the caller to the Collect DOB contact flow. If the caller
has failed to login three times, we send them to the No PIN Program Menu. If a
caller successfully authenticates (primary or not), and they do not have a voice
print enrolled, we send them to the Voice Enroll Menu.

Program
Yes: Menu
Case Self
Service
es No Menu

From
Voice
Enrol

<

No

LoginWebserviceLambda (

DoLoginDedision (

AUTH_SUPPORTED NON_AUTH_PATH DOB_NEEDED MAX_ATTEMPTS VOICE_ENROLL ER

A 4 A A 4 A 4

Ccse_Self Program Colect Voice

Service Enrol
Menuy DOB

Menu Menu

combination you entered does

locate your record in our system.
4 Y not match our record.

[ We're sorry, we are unable to ] [ i @GRS MUAIBET Engl (AN ]

© 2019 CalACES. All Rights Reserved.
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2.2.15 Voice Enroll Menu Contact Flow

If a caller opted into enrolling their voice from the login menu contact flow they
are informed that they will need their case number and IVR PIN. If they
successfully logged in, but did not have a voice print we check if their BVP_Code
equals “P". If that is the case, we delete the voice print associated with the
pers_id. If their BVP_Code does not match Y or P, the system attempts to delete
any possible voice recording for the caller in case they successfully record one or
two voice prints, but didn't complete the enrollment process with three
recordings.

Welcome to the voice login
process. In order to complete

Logged In i il
elel No 'L this process, you will need your

case number and IVR PIN.

Yes i\ msg_C90_Voice_Login_Proc ess E
—————=Y @ = p—»(_DeleteVoiceprintWebserviceLambda |
Press 1 to continue.
No Match

If you do not have your case number
and IVR PIN available press 2.

(_NuanceDeleteEnrolledSegments |

H menu_C90_Voice_Enroll_Menu

We have changed the way you log in.
For faster access to the system, you can

now use your voice. Enrolling your voice Collect Generd
takes about a minute. Case Menu
If you would like to enroll your voice, press 1.
H menu_C90_Voice_Enroll_Offer_Menu )

]
7

Not Primary Yes

No

If
Case Se Program
Service
Menu
Menu

© 2019 CalACES. All Rights Reserved.
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2.2.16 Voice Enroll Contact Flow

Once a caller opts into enrolling their voice print, we ask them to state the
phrase “My voice is my password, please verify me" three tfimes. Between each
recording we check the quality of the recording and let the caller know if the
recording isn't high enough quality. After a total of six failed attempts, across all
recording attempts, the enrollment process is abandoned, and the caller is sent

to the next menu.

Please make sure you speak clearly and loudly and are in a quiet location with little to no background noise.

msg_C90_Voice_EnrolL Insfructions
v

After the tone speak the following phrase, “My voice is my password, please verify me™

menu_C90_Enter_Voice_Enroll Menu

Voice

Voice Enroll
LowNefSpeech LowSNR Hig hSoiuroflon NoVoiceDafa Success

We could not hear that , please
move your mouth slightly further from

[Thank you, your recording was successfuL]
the microphone and speck again.

We did not catch that , can you
please speak again more slowly.

msg_C90_Voice_Record_Success 1

{
1 msg_C90_Record_Eror_LowNetSpeech i
\

] ! msg.CP0Recod Eror Highsaturafon | | ;
i i i 2 ’ )
Are you'in a rr110|sv en_vl;onmeg’;r. Please We did not hear you speaking, please repeat the
fmove somewhere quieler and Iry again. phrase, My Voice is my Password, please verify me.
i 'msg_C90_Rec ord_Emor LowSNR |
'
1 f msg_C90_Record_Eror_ NoVoiceData i

N >6 {
lives

We are sorry, we are unable to
process your voice login at this
time. Please try again lafer.

msg_C90_Collect Voice_Emor i

o
No Match
Login
Results =Trained

UpdateBVP

'
I
\

You have successfully setup your voice log in.
On future calls use your voice login for faster
access to your benefit and case information.

We are sorry, we are unable to
process your voice login at this
time. Please try again later.

|
msg_C90_Voice_Enroll Success i i msg_C90_Colkect Voice_Error ;

{ |

Login
Results

© 2019 CalACES. All Rights Reserved.
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2.2.17 Program Menu Contact Flow

If a caller that is calling about an existing case but fails to successfully

authenticate, or opfts to skip the authentication process, they are asked about
the program and purpose of their call today to assist the agent with that call. If
the caller successfully authenticated and requested to speak to an agent the
caller is given the same set of options, but also has the option to go back to the

Case Self Service Menu.

From
Start -

» Case Self =0

Service

No Match

For CalFresh, Press 2.

Coverage Opfions, Press 3.

If you are calling about CalWORKs, Press 1.
For Medi-Cal or other Health Care

Tohear these choices again, Press 7.

H menu_C21_Program_Menu

XXX L 2XXX
Agent Agent
Senice Senice
Menu Menu

A

If you are calling about CalWORKSs, Press 1
For CalFresh, Press 2.
For Medi-Cal or other Health Care
Coverage Options, Press 3.
To hear these choices again, Press 7.
To go back to the last menu, Press 8.

H menu_C21_Agent_Menu
L kT TP

T

XXX

2XXX

Agent
Senice
Menu

© 2019 CalACES.
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2.2.18 No PIN Program Menu Contact Flow

When a caller indicates that they are calling about an existing case but does not
authenticate, they are given the option to request a new IVR PIN, or to indicate
the program they are calling about.

Start

Torequest a new IVR PIN, press 1.
If you are calling about CalWORKSs, Press 2.
For CalFresh, Press 3.
For Medi-Cal, Press 4.
To hear these choices again, Press 7.

! menu_C21_No_PIN_Program_Menu 1

\ 4

New PIN
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2.2.19 Agent Service Menu Contact Flow

After a caller selects what program they are calling about, they are given the
same set of options fo indicate what they need help with. This information is
passed onto the worker in their CCP banner. If the caller indicates they wish to

return to the previous menu, we check which path they took to get here.

To apply for benefits or add a person to your case, press 1.
Torequest or change an appointment, press 2.
Tomake orreport a change to your case, press 3.
For benefit information, or if your benefits were disconfinued within the last month,
For all other questions, press 5.
To hear these choices again, Press 7.
To go back to the last menu, Press 8.

press 4.

1 menu_C21_Agent_Service_Menu
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2.2.20 No Case Service Contact Flow

If a caller selects selected the "all other questions” option from the general
menu, they are sent here. They are given three different options. Option 1 is for
applying for benefits and is sent to the No Case General Menu. Option 2 is
indicating that they are an outside agency and sent directly to a worker. Option

3is for all other questions.

Start

If you are calling to apply for benefits, Press 1.
If you are a Certified Enrollment Counselor from a Marin County
agency, calling about MediCal only, please press 2.
For other questions, Press 3.
To hear these choices again, Press 7.
Togo back to the last menu, Press 8.

! menu_C21_No_Case_Service_Menu 1

\ 4

General
Menu

No Case

No Case
Program

General
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2.2.21 No Case General Contact Flow

Callers indicating that they would like to apply for benefits are given information
on how they might apply online. Then they are given the option to get office
hours and locations or to speak to a worker.

Start

Did you know that you can apply for benefits
at www.C4yourself.com?2 That is www. ‘the
letter C, the number 4’ yourself.com.

1
! msg_C21_C4_Yourself i

\ 1

— T—

For our office hours and locations, Press 1
Torequest an application, Press 2
To hear these choices again, Press 7.
To go back to the last menu, Press 8.

! menu_C21_No_Case_General_Menu !

\ 4
Office A No Case
Hours Service
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2.2.22 No Case Program Contact Flow

If a caller selects the all other questions option from the No Case menu, they are
asked what program they are calling about.

Start

If you are calling about CalWORKSs, Press 1.
For CalFresh, Press 2.
For Medi-Cal or other Health Care Coverage Options, Press 3.
For all other questions, Press 4.
To hear these choices again, Press 7.
To go back to the last menu, Press 8.

H menu_C21_No_Case_Program_Menu !

,,,,,,,,,,,,,,,,,,,,,,,,,,, ) AN —AANA
1305 2305 3306 0303 No Case
T TR TR Exit 4
Exit Exit Exit Service
Reasons Reasons Reasons Reasons
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2.2.23 Office Hours and Locations Contact Flow

The IVR plays the information on the office hours and locations when then caller
selects that menu opftion.

Start

In San Rafael, we are located at 120 North
Redwood Drive and 3240 Kerner Boulevard. At 3240
Kerner, we are open Monday through Friday 8:00
AM to 4:30 PM. At 120 North Redwood we are open
Monday through Friday 8:00 AM to 12:00 pm and
1:00 pm fo 4:30 pm.

1 msg_C21_Office_Info_01 H
\

 mee . ;

In San Rafael, we are located at 120 North Redwood
Drive and 3240 Kerner Boulevard. We are open
Monday through Friday 8:00 AM to 4:30PM

! msg_C21_Office_Info_02 !

We are also located at 1 Sixth St, Point Reyes Station,
CA 94956. This office is open Monday, Tuesday and
Thursday from 9:00 AM to 4:30 PM

: msg_C21_Office_Info_03 !

To hear this information again, press 7.
To go back to the last menu, press 8.

From
General

No

v \

No Case General
Service Menu
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2.2.24 New PIN Program Menu Contact Flow

If a caller requests a New PIN the system first sends them to enter their case
number and then their social security number. Once they have successfully
entered both of those data points, they are both sent to the Lambda to request
a new PIN. If a caller is not primary the system will not initiate a New PIN request,
and they are forced to speak to a worker to get an IVR PIN.

From
Colect
SSN

>

p=
C

Yes

4
( RequestPINWebserviceLambda Colect
Success Nof Primary Invalid [Emror Case

We care unable to change your
IVR PIN at this time.
:\ msg_C90_New_PIN_NonPrimary ’:
Your new PIN will be mailed to We are unable to process your
your address on file. request at this fime.
i msg_C90_New_PIN_Suc cess ’: i msg_C90_Syste m_Fail ’:
\

S S

Tospeak to a worker, press 1.
To hear these choices again, Press 7.
To go back to the last menu, press 8.
To end this call, please hang up.

H menu_C21_New_PIN_Agent_Service_Menu

Program
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2.2.25 Case Self Service Menu Contact Flow

If a caller successfully authenticates, through their voice or case number and
PIN, they are given options to access the self-service options.

Start

To hear cumrent benefit information, Press 1.
Torequest a form, Press 2.
To check the status of the forms requested or
submitted, Press 3.
To change your IVR PIN, Press 4.
ToSpeak fo a Worker, Press 5.
Tohear these choices again, Press 7.

i menu_C9%0_Case_Self_Service_Menu !

A A
Document Change Program
Status PIN Menu

GetDyn
Benefits
Menu

Document
Request
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2.2.26 Get Dynamic Benefits Menu Contact Flow

This lambda call calculates how many programs are active on the case they
logged in with. If only one program is active they are sent to the 3 options menu,
to allow the caller to select that program plus option 7 to repeat and option 8 to
return to the previous menu. The total number of programs that can be active on
a single case that the IVR can play information on is four.

Start

A
( SetDynamicBenefitsinfoMenuLambda |

A A
Option 3 Option 4 Option 5 Option 6
Dynamic Dynamic Dynamic Dynamic
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2.2.27 Dynamic Benefits Information Menu Contact Flow

If a caller selects to hear their benefit information, they are sent to a menu to
select what program they would like to hear the information for. The menu is
dynamic and only offers the caller to listen to programs that the IVR has
information for.

Start

To hear your CalWORKs benefit information, press 1.
To hear your CalFresh benefit information, press 2.
To hear your Medi-Cal benefit information, press 3.

To hear your welfare to work information,press 4.
To hear the choices again, press 7.
To go back to the last menu, press 8.

1 Dynamic Menu 1

A \ 4 A A

Benefit Benefit Benefit Benefit Auth
Info - CW Info - CF Info - MC Info - WW Menu
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2.2.28 CalWORKs Benefits Information Contact Flow

If a caller selects to hear their CalWORKs program information, they hear all
relevant information on their CalWORKs program. Once played, they are given
the option to speak to a worker if they have questions on the information that
was given to them.

Start

(__GetPrograminfoLambda |

[ Your CalWORKs program status is ]

1 msg_C90_Benefits_Info_CW_01 1

( $.Attributes.calWorksProgramStatus J

v

[ You will receive a totfal of J

i msg_C90_Benefits_Info_CW_02 1

( $.Attributes.calWorkslssuanceTotalThisMonth J

v
[ For this month ]

Il msg_C90_Benefits_Info_CW_03 1

[ These benefits are on hold. Nm»[These benefits will be transferred to you on or beforeJ

1 msg_C90_Benefits_Info_CF_02 msg_C90_Benefits_Info_CW_04 ;
\

L st M o o A

( $.Aftributes.calWorkslssuanceAvailableDate J

[ As of )

Il msg_C90_Benefits_Info_CW_05 1

( $.Attributes.calWorksYesterdayDate J

v
[ You appear to the eligible to receive ]

H msg_C90_Benefits_Info_CW_06 1

LS ; ________________________

( $.Attributes.calWorkslssuanceTotalNextMonth

v
( n

msg_C90_In 1

( $.Attributes.benefitinfoNextMonth J

Torepeat, press 7.
Toselect another program, press 1.
To hear other self-service options, press 8.
If you have any questions about your benefits information, press 9.

menu_C90_Benefits_info_End_Menu ]

) A
Case Seff 1304
Benefit Service Exit
Info Menu
Menu Reasons,
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2.2.29 CalFresh Benefits Information Contact Flow

If a caller selects to hear their CalFresh program information, they hear all
relevant information on their CalFresh program. Once played, they are given the
option to speak to a worker if they have questions on the information that was
given to them.

Start

v
(__GetPrograminfolambda |

[ Your Calfresh food benefit program status is ]

I msg_C90_Benefits_Info_CF_01 !

($.Aﬂributes.food$ fa mpsProgrcmeuns)

v

[ You will receive a total of ]

I msg_C90_Benefits_Info_CF_03 1

($.Aﬁribu’res‘food5fc|mpslssuonceTotaIThisMon’th
v
[ For this month ]

1 msg_C90_Benefits_Info_CF_04 1

[ These benefits are on hold. Na—»[These benefits will be transferred to you on or before)
! d

1 msg_C90_Benefits_Info_CF_02 1 msg_C90_Benefits_Info_CF_05 i

S —— I ________________________ N e X ________________________ !
[ As of )

1 msg_C90_Benefits_Info_CF_06

e O i w I

( $.Attributes.foodStampsYesterdayDate J

v

[ You appear to the eligible to receive ]

i msg_C90_Benefits_Info_CF_07 E
\

e SO E—

( $.Attributes.foodS tfampslssuanceTotalNextMonth )

( $.Attributes.benefitinfoNextMonth J

Torepeat, press 7.
Toselect another program, press 1.
To hear other self-service options, press 8.
If you have any questions about your benefits information, press 9.

i menu_C90_Benefits_Info_End_Menu

A
Case Self
Benefit f
Service
Info Menu
Menu
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2.2.30 MediCal Benefits Information Contact Flow

If a caller selects to hear their MediCal program information, they hear all
relevant information for all members on the case for their MediCal program.
Once played, they are given the option to speak to a worker if they have
questions on the information that was given to them.

Start

v
( GetMedicallnfoLambda |

4{ For the month of ]

:\ msg_C90_For_the_month_of E

N P

( $.Attributes.monthBatchExecuted J

v

( $.Attributes.mediCalCustomerName

I

[ is active in Medi-Cal, with a share of cost of ]

I msg_C90_Benefits_Info_MC_01 1

—

( $.Attributes.mediCalShareOfCost ]

i
[ )

1 msg_C90_Benefits_Info_MC_02 1

( $.Attributes.mediCalService ]
N More
1es Active
No

|

Torepeat, press 7.
Toselect another program, press 1.
To hear other self-service options, press 8.
If you have any questions about your benefits information, press 9.

1 menu_C90_Benefits_Info_End_Menu I

A i
Cosesef | | 3304
Benefit Service Exit
Info Meny Menu Reasons,
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2.2.31 Welfare to Work Benefits Information Contact Flow

If a caller selects to hear their Welfare to Work program information, they are
played the status of the program. The system then checks if there are any
pending activities. If there are, they are played, if not the caller is sent to the
WTW Reimbursements contact flow.

( GetWtwinfoLambda [ »( GetWiwActivityinfoLambda [
( $.Aftributes.wiwPrimaryAppName ) ( $.Aftributes.wiwActivityCustomerName J
[ has a status of ] [ has an activity of ]
! msg_C90_Benefits_Info_WW_01 E ! msg_C90_Benefits_Info_WW_Activity_01 E
( $.Attributes.wiwProgramStatus J ( $.Attributes.wiwActivityServiceType ]
[ , in Welfare to Work. ] [ beginning on ]
: msg_C90_Benefits_Info_WW_02 E : msg_C90_Benefits_Info_WW_Activity_02 E
# of i
Activities Yes ( $.Attributes.wiwActivityBeginDate )
<0
[ and ending on ]

1
: msg_C90_Benefits_Info_WW_Activity_03 :

S —

( $.Atftributes.wiwActivityEndDate )

i
TS

1
1 msg_C90_Benefits_Info_WW_Activity_04 1

S—

( $.Attioutes.wiwActivityStartHour )

[ to )

|
! msg_C90_Benefits_Info_WW_Activity_05 1
\

mmm—

( $.Attributes.wiwActivityEndHour ]

WTW
Reimburse
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2.2.32 Welfare to Work Reimbursement Contact Flow

After listening to their program status, the system then checks if callers have any
reimbursements to report to the caller. If the they do not have any
reimbursements on their case, the caller is sent to the WTW End Menu.

Start

Reimburse
> H<o No

Yes

( GetWiwReimbursementinfoLambda (

WTW End
Menu

( $.Attributes.wiwPrimary AppName J

[ has a J

| msg_C90_Benefits_Info_ WW_Reimbursement 01 [

VR W

[$.Ah‘n’bufes.wTWRei mblnfoCusTomerNeedCofegoryj

L reimbursement in the amount of ]

1
: msg_C90_Benefits_Info_WW_Reimbusement_02 :

e — ,

($.Aﬁribufes.wtwRei mblinfoPaymentAmou nTJ

[The amount will be transferred to your account on]

! msg_C90_Benefits_Info_ WW_Reimbursement 03 i
7

[ $.Attributes.wiwReimbinfoAvailableDate ]
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2.2.33 Welfare to Work End Menu Contact Flow

After listening to their welfare to work benefit information, callers are given an
option to speak to a worker. If they choose this option the system will determine if
the case worker's phone number is available. If it is available the system wiill
fransfer the caller to their desk phone. If it is not available it will fransfer to a stafic
phone number.

Start

Torepeat, press 7.
To select another program, press 1.
To hear other self-service options, press 8.
If you have any questions about your benefits information, press 9.

! menu_C90_Benefits_Info_End_Menu 1

Case Seff

Benefit Benefit .
Service

Info Menu Info - WW
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2.2.34 Document Request Contact Flow

If the caller selects the option to request a form, the system will determine how
many forms are on file that will be offered. If there are no forms on file they will
be sent to the three options menu, as the GEN 2000 form is always able to be

requested.

[ Please select a form you would like to request. ]

1
: msg_C90_Document_Request_SelectForm |
\

o

( GetSentFormsinfoWebserviceLambda |

A
Option 3 Option 4 Option 5
Dynamic Dynamic Dynamic
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2.2.35 Dynamic Document Request Contact Flow

After determining how many forms are available to be requested, the caller is
given an option to request up to three forms, the GEN 2000, the SAR 7, and the
TMC status report, depending on how many forms are available. This menu is
dynamic and will only play the options available on the case.

Start

Torequest your semi-annual report, press 1.
Torequest your Transitional Medi-Cal status report, press 2.
Torequest you benefit history or passport to services, press 3.
To hear the choices again, press 7.

To go back to the last menu, press 8.

| Dynamic Menu 1

A A 4
Case Seff
Service
Menu

Resend GEN 2000
Forms Form
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2.2.36 Document Request Resend Forms Contact Flow

If a caller requests either the SAR 7 or the TMC Status report, the system attempts
to resend the selected form to the caller's address on file. If it is successful, the
caller is given the option to request another form or return to the case self-service
menu. If it fails, the caller is given the options to speak to a worker, or return the

case self-service menu.

T:'|—|V|(:_:|.76_S Selected

/ optionSelectedFormName =

)/ Transitional Medi Cal Status Report /

,,,,,,,,,,,,,,,,,,, R

Start

Form

/ optionSelectedFormName =
, Semi Annual Report

,,,,,,,,,,,,,,,,,,, R

(_ResendFormWebserviceLambda |

Success

Failed

i eGainVRUSuccess = True

[ Your request for form ]

1 msg_C90_Document_Re quest_Success_01 1

A Y N

[$.Aﬁribu’res.opﬂon$elededFormNome]

has been successfully processed. It will be mailed to
the address on file within two to three business days.

1 msg_C90_Document_Request_Success_02 :

s e

Torequest another form, press 1.
To go back to the last menu, press 8.

: menu_C90_Document_Request_Success_Menu i

A

Case Seff
Service
Menu

Document
Request

4

at this fime. Please try at alater fime.

[We are unable to process your request for a form]

: msg_C90_Document_Request_Fail
\

o

Tospeak to a worker, press 1.
To go back to the last menu, press 8.

! menu_C90_Document_Request_Fail_Menu i

Case Seff
Service
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2.2.37 Document Request GEN 2000 Form Contact Flow

If the caller requests the GEN 2000 to be sent, the system attempts to generate
the GEN 2000. If it is successful they inform the user that it will be mailed to their
address on file or accessible through C4Yourself.com if their case is associate to
their account. They are then given the option to request another form, or return
to the case self-service menu. If the request is a failure the caller is given the
option to speak to a work, or return to the case self-service menu.

Start

( GenerateFormWebServiceLambda |

Success No Match
Your request for passport to services form has
been successfully processed. It will be mailed We are unable to process your request for a form
to the address on file within two to three at this time. Please fry at alater time.

business days, or if you have a C4Yourself ! msg_C90_Document_Request Fal 1

account you can download it there. N . S

i msg_C90_Gen2000FormSuccess i

S g SO 2

Tospeak fo a worker, press 1.
To go back to the last menu, press 8.

Torequest another form, press 1. . - i
To go back to the last menu, press 8. | menu_C90_Document_Request_Fail Menu :

18
: menu_C90_Document_Request_Success_Menu :
1

Case Seff
Service
Menu

A A
Case Seff
Service
Menu

Document
Request
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2.2.38 Document Status Contact Flow

If the caller requested to listen to their document status, the system first checks to
see if they have any forms on file. If they don’t, they are returned to the case self-
service menu. If they have greater than zero forms on file, the system checks to
see how many they have, then sends it to the correct dynamic menu based on
the amount of forms they have.

Start

(_CheckDocStatus AvailableLambda |

Available No Mafch
SetD icD: ; tStatusLambd
etDynamicDocumentStatusL.ambda
( =3 =4y I =5 < =35 S =7 =3 ( [You do not have any forms on file.}

1
: msg_C90_Document_Status_None 1

A A A A

Option 3
Dynamic

Case Seff
Service
Menru

Option 4
Dynamic

Option 5
Dynamic

Option é
Dynamic

Option 7
Dynamic

Option 8
Dynamic
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2.2.39 Dynamic Document Status Contact Flow

If the caller has one or more forms on file, they are given a list of forms to listen to
choose from. For the CalFresh, CalWORKs, or CalWORKs CalFresh
redetermination packets, only one will ever be given as an option. In the unlikely
event that more than one of those three are on the case, the CalWORKs
CalFresh redetermination packet takes president.

Start

For your Cal Works status report, press 1.
For your CalFresh status report, press 2.
For your Transitional Medi-Cal status report, press 3.
For your Medi-Cal Redetermination packet, press 4.
For your CalWORKs or CalFresh Redetermination packet, press 5 (or)
For your CalFresh Redetermination packet, press 5 (or)
For your CalWORKs Redetermination packet, press 5.
For all other forms, press 6.
To hear these choices again, Press 7.
To go back to the last menu, Press 8.

H Dynamic Menu !

Check
Document
Status

Case Seff
Service
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2.2.40 Check Document Status Contact Flow

After the caller selects what documents they want to hear the status of, they are
given the information based on what the status of their document is. After the
information is played, the caller is given the option to check the status of another
document, or speak to a worker. If they wish to speak to a worker, they will be
given the exit reason that aligns with the document status they just listened to.

to your mailing address on file.

Your document has been sent
and has been processed.

Your document is complete ]

: msg_C90_Document_Status_Sent ’:
\

: msg_C90_Document_Status_Complete :
Option \ ]

=SENT Document —COMPLETE T[T
Status
=NOT_APPLICABLE =RECEIVED
Your document has been marked as Your document has been
not required. No further action is received. Please allow fime for
necessary. processing.
)
1 msg_C90_Document_Status_Not_Applicable E :‘ msg_C90_Document_Status_Received ’:
N e e e e e e ’ e e e
r=l NCOMPLETE———=E RT
Your document has been Your document status is
determined as incomplete. unavailable at this time.
:\ msg_C90_Document_Status_Incomplete ’: : msg_C90_Document_Status_Eror ’:
- T ( ______________

To check the status of another document, press 1.
Tospeak to a worker, press 2.
Tohear these choices again, press 7.
To go back to the last menu, press 8.

! menu_C%0_Document Status_End 1

Case Self
Service
Menu
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2.2.41 Change PIN Contact Flow

If a user requests to change their IVR PIN from the case self-service menu they
are asked to enter a new PIN that meets the security requirements. If the change
is successful they are returned to the case self-service menu. If it fails the caller is

sent to a worker.
Menu

IVRPINs such as 1111, or 1234, or non-
numeric, are not acceptable.
Please enter a four digit IVR PIN.

! digits_C90_Change _PIN I

Please re-enter your four digit IVR PIN.

! digits_C90_Change_PIN_ReEnter I

The PIN you entered does not
match your last entry.

(_ ChangePINWebServiceLlambda |
Success Fail

Please remember your new IVR PIN and use i

to login to the system next fime.

Your IVR PIN has been successfully updated.
i at this time. Please try at a later time.

[We are unable to change your IVR PIN]
)
i
1

msg_C90_Change _PIN_Fail !
1 msg_C90_Change _PIN_Success )

Cose Self
Service
Menu
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2.2.42 Exit Reasons Contact Flow

If the caller requests to speak to a worker, or are directed to a worker for another
reason such as an error, it is determined what queue to route the call to based
on the exit code. The exit codes are applied throughout all the contact flows
right before it sends the caller to the exit reasons contact flow. The exit codes
that begin with a 1, 2, or 3 are all routed to the CalWORKs, CalFresh, and
MediCal queues respectively that corresponds with the language selected at
the top of the contact flows. Exit Codes that begin with 0 or failed to have an
exit code applied to the call are routed to the General queue.

Your case does not currently have a worker

- associated to it. We are transferring your call 3
sl to the CalWorks employment services main Grcnsfer SRR 335@
line at 415-473-3350.

)
1
H msg_C21_No_EDC_Phone_Transfer

No Match 400 Please hold while we fransfer your call to Gronsfer Call to WTW WorkeD
your employment development counselor.

! msg_C21_EDC_Phone_Transfer I

_________________________________________

eGainVRUSuccess = False

Queue
No Match Transfer
,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,, ,

Bt Startswith =3 »/ Working Queue = C21_XX_MediCal y
Reason A S ;
No Match

Exit ) T e o~

Starts with =0———»~ Working Queue = C21_XX_General ;
Reason /

,,,,,,,,,,,,,,,,,, 7

No Match T

© 2019 CalACES. All Rights Reserved.
47



2.2.43 Quevue Transfer Contact Flow

Once callers are set to the correct working queue, we then proceed to check if
the contact center is currently open. If the contact center is open a message is
played informing the user to wait for the next available worker.

(" The Marin County public assistance call
No center is currently closed. Our regular hours
are 7:30 AM fo 11:40AM and 1PMto 4PM,
L Monday through Friday.
Closed
Yes R et LR P EL e R L P Rt !
Thank you for calling the Marin County
Yes public assistance call center. Currently our
office is closed due fo the holiday. We will
|___reopen the next County business day.
E Holiday H

Release Call

Sorry, all call center workers are currently
Yes unavailable, Please call back at a later time.
We apologize for any inconvenience.

] Emergency

_________________________________________

No
p
We have reached our maximum number of
No Match
<45

cdllers curently in queue. We apologize for
the inconvenience, and ask that you calll
back at alater time. Thank you.

_________________________________________

to the next available worker.

Please hold while we transfer your coll]

Please_Hold ]

please stay on the line to take a short

To help us improve our service,
survey after speaking to a worker.

H Customer_Survey H

__________________________________

Agent
Avaiable

Customer
Queue
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2.2.44 Customer Queue Contact Flow

If an agent is not currently in the Ready status and not able to accept a call, the
calleris placed into a queue. All calls are answered in the order that they were
received, and they hear music and informational messages while they wait for
the next available agent.

Start

‘Allworkers are curtently assisfing
ofher customers, please hold for
the next avaiable worker.

Offered,

=lor
No Match

C90 Agent B

—>

CaYourseltis an online application that allows you o apply for and recertify CAWORKs,
Calfresh and Medi-Cal benefits. Tne secure website will send your application directy to
the county for processing. In addifion, you can manage your exisfing case.

Some of the things you can do: Get CalWORKs, Calfresh and Medi-Cal benefit
Information, Receive messages from your worker, Submit semi-onnual reports (SAR 7)
online, Report changes for your case, Upload verificafion documents, Downioad forms
Go to www.C4Yourself.com fo create a secure account.

Qg1

Did you know that fhe open enroliment period for Covered California began on

November I, and wil end on January 31 Despite what you may have heard in the
news, nothing has changed in Caliiforria with regard fo access fo healincare options.
During open enroliment, you can visit CoveredCA.com fo apply for Medi-Cal or for

Covered Caiforria health plan with or without financial assistance. Both programs use the:
same appication. When you apply, you wil find out whether you quaiify for one of fhese
programs depending on various factors such as your family size, income, and cifizenship or
immigrafi us. Also, pl hat you can apply for Medi-Cal any fime, il
yearround.

QMsg=3—]

QMg 2

No more busy signals or waiting for messages to be refumed! Get information when you
need it any time of the day or night! CaIWORKs, Food Stomp, Medi-Cal, CMSP and
Welfore-to-Work customers with an open case can use the Inferactive Voice Response
(IVR) System fo get information over he felephone, without having fo falk fo a worker. You
may request a PIN when you speak o a call center worker. Then next fime you call, you

will pick alanguage (Engiish or Spanish) and enter your seven digit case number and PIN
number. Customers can get information about: Office hours, Case Worker's name and
phone number, Case status, Cash cid and Food Stamp benefit amounts, Medi-Cal and
CMSP Share of Cost, Request Semi-Annual Report (SAR 7), Mid-year Status Report, and
Transitional Medi-Cal {TMC 1765) reports Note: You must use a touch-tone phone and PIN
1o get case information over the felephone.

[—Qmsg=4—|

amsg 3

Did you know thatyou can download the C4Yourself Mobile App Today? With the
C4Yourself mobile app you can login using your existing C4Yourself account or create an

account fo: Receive messages from your worker, Receive information about important

due dates, Obtain case information, Submit Verifications from your smart phone. You can

also se your C4Yourself account to access www.C4Yourself.com and sign up fo receive
e-noifications or fext messages (standard rates may opply).

Qg4 |

[—QMisg=1.

minutes, press 1. If you would like to wait
for an associate, simply stay on the line..

If you would like us
$.CL i

P
Touse a different callb

.Address, press |

fo call you back af

ack number, press 2.

meny C90_CCB Offer 3

That number isnit valid. Please

msgC90 Inval_Number

There has been an error seffing
your callback. Retuming you fo
you place in queve.

i [

Please enter your callback felephone.
number, starfing with the area code.

digits C90.CCB_Offer 4

Phone #

f—No

s C90.CCB_Eror
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Your calback request has been
successfully scheduled. Goodbye.




2.2.45 Post Call Survey Contact Flow

Following the conclusion of the call, agents tfransfer the caller to a post call
survey. Callers can indicate their level of satisfaction of the call rating the call on
a scale of 110 5, or answering yes or no questions with 1 and 2 respectively.
Answers are recorded before moving onto the next question in case the caller
decides to disconnect in the middle of the survey.

( \ Transfer from
% / Quick Connect

v
(_PostCdllSurveyLambda |

A4
Thank you for choosing to take our survey. Your feedback is very important to us

and will help to improve quality of our customer service. Please answer the next
five questions using your keypad. Questions can be repeated by pressing 7.

Wass your problem solved or question answered? 1,Yes, 2,No

(_PostCdliSurveyLambda [

A4

Were you treated with dignity and respect by our staffg 1,Yes, 2No

v
(__PostCallSurveyLambda [

How safisfied were you with the service you received from our call center staffe
1, Not at all satisfied, 2. Somewhat satisfied, 3, Neither satisfied nor dissatisfied, 4,
Mostly safisfied, 5, Completely satisfied.

(_PostCallSurveyLambda |

Have you called the call center recently about this same question orissue? 1,
Yes, 2, No

(_PostCdliSurveyLambda [

A4

Were you satisfied with the time it took to answered you call2 1, Yes, 2, No

v
(_PostCdliSurveyLambda [

Thank you for completing our survey, we appreciate your feedback. For
more information visit us at www.c4yourself.com. Goodbye.

Release Call
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2.3 Prompts

2.3.1 Overview

Amazon Connect has the option to upload WAV files to play messages to the
caller, or use the built in Text-To Speech service. To present a better experience,
the Amazon Connect IVR will use pre-recorded walv files for all the prompts,
unless the prompt doesn't include a wav file name.

2.3.2 Description of Change

Upload all the WAV files currently used in the Cisco CVP call flow into the
Amazon Connect instance, so customers have the same experience whether
calling into Cisco or Amazon Connect.

2.3.3 Wav Files

Below is a list of all wav files used in Amazon Connect. All prompts below are
indicated where in the contact flow they are used based the file name below
the text of the prompt.

msg_C21_Welcome

Welcome to Marin County Public
Assistance Call Center.

N/A

menu_C%0_Langua
ge_Menu_EN

To continue in English, press 1.
Para espanol, oprima 2.

N/A

msg_C21_Informati
on

Our office provides benefits such
as, CalWORKs, CalFresh, General
Assistance, MediCal, and other
Health Care Coverage options.

Nuestra oficina proporciona
beneficios como CalWORKs,
CalFresh, asistencia general,
MediCal y otras opciones de
cobertura para la atencion
médica.

menu_C21_General
_Menu

If you are calling about your
case, Press 1. For office hours and
locations, Press 2. For all other
guestions, Press 3. To repeat the
menu opftions, Press 7.

Sillama acerca de su caso,
oprima 1. Para escuchar los
horarios y las ubicaciones de las
oficinas, oprima 2. Para cualquier
ofra pregunta, oprima 3. Para
escuchar de nuevo las opciones
del mend, oprima 7.

digits_C90_Collect_
Case

Please enter your seven-digit
case number. If you do not have
or do not remember your case
number, please press star to
confinue.

Marque los siete digitos de su
numero de caso. Si no recuerda su
numero de caso, oprima asterisco
para continuar.
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digits_C90_Collect_
PIN

Please enter your 4-digit IVR PIN. If
you do not have or do not
remember your PIN, press star to
confinue.

Marque los 4 digitos de su PIN del
sistema de IVR. Sino tiene o no
recuerda su PIN, oprima asterisco
para confinuar.

digits_C90_Collect_
DOB

Please enter your date of birth in
the following format, two-digit
month two-digit date and four-
digit year.

Infroduzca su fecha de
nacimiento con el siguiente
formato: 2 digitos para el mes, 2
digitos para el dia y 4 digitos para
el ano.

menu_C21_Progra
m_Menu

If you are calling about
CalWORKs, Press 1. For CalFresh,
Press 2. For MediCal or other
Health Care Coverage Options,
Press 3. To hear these choices
again, Press 7.

Sillama acerca de CalWORKs,
oprima 1. Para CalFresh, oprima 2.
Para MediCal o otras opciones de
cobertura para la atencion
médica, oprima 3. Para escuchar
estas opciones de nuevo, oprima
7.

menu_C21_No_PIN_
Program_Menu

To request a new IVR PIN, press 1.
If you are calling about
CalWORKs, Press 2. For CalFresh,
Press 3. For MediCal, Press 4. To
hear the choices again, Press 7.

Para solicitar un nuevo PIN del
sistema de IVR, oprima 1. Si llama
acerca de CalWORKs, oprima 2.
Para CalFresh, oprima 3. Para
MediCal, oprima 4. Para escuchar
las opciones de nuevo, oprima 7.

menu_C21_Agent_S
ervice_Menu

To apply for benefits or add a
person to your case, press 1. To
request or change an
appointment, press 2. To make or
report a change to your case,
press 3. For benefit information, or
if your benefits were discontfinued
within the last month, press 4. For
all other questions, press 5. To
hear these choices again, Press 7.
To go back to the last menu, Press
8.

Para solicitar beneficios o anadir a
una persona a su caso, oprima 1.
Para solicitar o cambiar una cita,
oprima 2. Para hacer o informar
sobre un cambio en su caso,
oprima 3. Para obtener
informacidn sobre beneficios o si
se suspendieron sus beneficios
durante el mes pasado, oprima 4.
Para cualquier otra pregunta,
oprima 5. Para escuchar estas
opciones de nuevo, oprima 7.
Para regresar al menud anterior,
oprima 8.

digits_C90_Collect_
SSN

Please enter your 9-digit social
security number. If you do not
have or do not remember your
social security number, please
press star.

Marque los 9 digitos de su numero
de seguro social. Si no tiene o no
recuerda su nimero de seguro
social, oprima asterisco.

msg_C90_New_PIN_
Success

Your new PIN will be mailed to
your address on file.

Se le enviard su nuevo PIN por
correo a la direccién que tiene
registrada.
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msg_C90_System_F
ail

We are unable to process your
request at this time

No podemos procesar su solicitud
en este momento.

msg_C90_No_SSN

Sorry. A valid social security
number is required to request a
new IVR PIN.

Lo siento. Es necesario un numero
de seguro social vdlido para
solicitar un nuevo PIN.

msg_C90_No_SSN_V
oice

Sorry a valid social security
number is required to continue.

Lo siento. Se requiere un nUmero
de seguro social vdlido para
continuar

menu_C9%0_Case_S
elf_Service_Menu

To hear current benefit
information, Press 1. To request a
form, Press 2. To check the status
of the documents requested or
submitted, Press 3. To change
your IVR PIN, Press 4. To Speak to
a Worker, Press 5. To hear the
choices again, Press 7.

Para escuchar informacion
actualizada de beneficios, oprima
1. Para solicitar un formulario,
oprima 2. Para revisar el estado de
los documentos solicitados o
presentados, oprima 3. Para
cambiar su PIN del sistema de IVR,
oprima 4. Para hablar con un
asistente, oprima 5. Para escuchar
las opciones de nuevo, oprima 7.

msg_C90_New_PIN_
NonPrimary

We are unable to change your
IVR PIN at this fime.

No podemos cambiar su PIN del
sistema de IVR en este momento.

digits_C?90_Change
_PIN

IVR PINs such as 1111, or 1234, or
non-numeric, are not
acceptable. Please enter a four-
digit IVR PIN.

Claves como uno, uno, uno, uno o
uno, dos, fres, cuatro no
numeéricos no son aceptables. Por
favor, entre una clave de cuatro
digitos.

digits_C90_Change
_PIN_ReEnter

Please re-enter your four-digit IVR
PIN.

Por favor, vuelva a ingresar su
clave de cuatro digitos.

msg_C%0_Change_
PIN_Success

Your IVR PIN has been
successfully updated. Please
remember your new IVR PIN and
use it fo log in to the system next
fime.

Su PIN del sistema de IVR se ha
actualizado de forma correcta.
Recuerde su nuevo PIN y Uselo la
préxima vez que inicie sesion en el
sistema de IVR.

msg_C90_Change_
PIN_Fail

We are unable to change your
IVR PIN at this time. Please try at a
later time.

No podemos cambiar su PIN del
sistema de IVR en este momento.
Por favor intente de nuevo mds
tarde.

msg_C9%0_Change_
PIN_ReEnter_No_Ma
tch

The PIN you entered does not
match your last entry.

La clave que usted ingreso no
coincide con su Ultima entrada.

msg_C90_CW_Bene
fits_Info_01

Your CalWORKs program status is

El estado de su programa
CalWORKs es
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msg_C90_Benefits_|
nfo_CW_01

You will receive a total of

Recibird un total de

msg_C90_Benefits_|
nfo_CW_02

You will receive a total of

Recibird un total de

msg_C90_Benefits_|
nfo_CW_03

For this month.

Para este mes.

msg_C90_Benefits_|
nfo_CW_04

These benefits will be issued on or
before

Estos beneficios se transferirdn a
mas tardar el dia

msg_C90_Benefits_|
nfo_CW_05

As of

A fecha de

msg_C90_Benefits_|
nfo_CW_06

you appear to be eligible to
receive

parece que es elegible para
recibir

msg_C9%0_In

In

In

menu_C90_Benefits
_Info_End_Menu

To repeat, press 7. To select
another program, press 1. To hear
other self-service options, press 8.
If you have any questions about
your benefits information, press 9.

Para escuchar de nuevo, oprima
7. Para escuchar otras opciones
de autoservicio, presione 8. Si
tiene preguntas acerca de la
informacion de sus beneficios,
oprima 9. Para continuar con el
siguiente programa, oprima 1.

msg_C90_Benefits_|
nfo_CF_01

Your CalFresh food benefit
program stafus is

El estado de su programa CalFresh
de beneficios para alimentos es...

msg_C90_Benefits_|
nfo_CF_02

These benefits are on hold.

Estos beneficios estdn retenidos.

msg_C90_Benefits_|
nfo_CF_03

You will receive a total of

Recibird un total de

msg_C90_Benefits_|
nfo_CF_04

For this month.

Para este mes.

msg_C90_Benefits_|
nfo_CF_05

These benefits will be transferred
fo you on or before

Estos beneficios se le transferirdn a
mas tardar el dia

msg_C90_Benefits_|
nfo_CF_06

As of

A fecha de

msg_C90_Benefits_|
nfo_CF_07

you appear fo be eligible to
receive

parece que es elegible para
recibir

msg_C90_For_the_
month_of

For the month of

Para el mes de

msg_C90_Benefits_|
nfo_MC_01

is active in MediCal, with a share
of cost of

estd activo en MediCal, con una
participacion en el costo de
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msg_C90_Benefits_|
nfo_MC_02

For

Por

msg_C90_Benefits_|
nfo_WW_01

has a status of

tiene un estado de

msg_C90_Benefits_|
nfo_WW_02

in Welfare to Work.

en Welfare to Work.

msg_C90_Benefits_|
nfo_ WW_Activity_01

has an activity of

tiene una actividad de

msg_C90_Benefits_|
nfo_WW_Activity_02

beginning on

a partir del dia

msg_C90_Benefits_|
nfo_WW_Activity_03

and ending on

y hasta el dia

msg_C90_Benefits_|

nfo_ WW_Activity_04 frog de las
msg_C90_Benefits_| To alas
nfo_WW_Activity_05

msg_C90_Benefits_|

nfo_ WW_Reimburse | has a tiene un reembolso de

ment_01

msg_C90_Benefits_|
nfo_ WW_Reimburse
ment_02

reimbursement in the amount of

por la cantidad de

msg_C90_Benefits_|
nfo_ WW_Reimburse
ment_03

The amount will be transferred to
your account on

Se le transferird la cantidad a su
cuenta el dia

msg_C21_EDC_Pho
ne_Transfer

Please hold while we fransfer your
call to your employment
development counselor.

Por favor espere mientras
fransferimos su llamada a su
asesor de fomento al empleo.

msg_C21_No_EDC_
Phone_Transfer

Your case does not currently
have a worker associated to it.
We are fransferring your call to
the CalWORKs employment
services main line at 415-473-
3350.

Su caso no estd asociado a
ningun asistente en este
momento. Estamos fransfiiendo su
llamada a la linea principal de los
servicios de empleo de CalWorks
al 415-473-3350.

menu_C%0_Docum
ent_Status_CW

For your CalWORKSs status report

Para el informe de su estado de
CalWORKs

menu_C%0_Docum
ent_Status_CF

For your CalFresh status report

Para el informe de su estado de
CalFresh
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menu_C%0_Docum
ent_Status_TMC

For your Transitional MediCal
status report,

Para el informe de su estado de
Transitional MediCal,

menu_C%0_Docum
ent_Status_ MCRE

For your MediCal redetermination
packet,

Para el paquete de
redeterminacion de MediCal,

menu_C%0_Docum
ent_Status_CWRE

For your CalWORKSs
redetermination packet,

Para el paquete de
redeterminacion de CalWORKs,

menu_C9%0_Docum
ent_Status_CFRE

For your CalFresh redetermination
packet,

Para el paquete de
redeterminacion de CalFresh,

menu_C%0_Docum
ent_Status_ CWFRE

For your CalWORKs or CalFresh
redetermination packet,

Para el paquete de
redeterminacion de CalWORKs o
CalFresh,

menu_C%0_Docum
ent_Status_Other

For all other forms,

Para cualquier ofro documento,

menu_C9%0_To_Form
Repeat

To hear these choices again

Para escuchar estas opciones de
nuevo

menu_C9%0_To_Form
Return

To go back to the last menu

Para regresar al menu anterior

msg_C?90_Documen
t_Status_Sent

Your document has been sent to
your mailing address on file.

Se envio su documento por correo
a la direccién que tiene
registrada.

msg_C90_Documen
t_Status_Complete

Your document is complete and
has been processed.

Su documento estd completo y se
ha procesado.

msg_C90_Documen
t_Status_Received

Your document has been
received. Please allow time for
processing.

Se recibié su documento. Por
favor espere un tiempo mientras
se procesa.

msg_C90_Documen
t_Status_Error

Your document status is
unavailable at this time.

El estado de su documento no
estd disponible en este momento.

msg_C?90_Documen
t_Status_Incomplete

Your document has been
determined as incomplete.

Se determiné que su documento
estd incompleto.

msg_C?90_Documen
t_Status_Not_Applic
able

Your document has been marked
as not required. No further action
is necessary.

Se senald que no es necesario su
documento. No es nhecesario
tomar medidas adicionales.

menu_C%0_Docum
ent_Status_End

To check the status of another
document, press 1. To speak to a
worker, press 2. To hear these
choices again, press 7. To go
back to the last menu, press 8.

Para revisar el estado de otro
documento, oprima 1. Para
hablar con un asistente, oprima 2.
Para escuchar estas opciones de
nuevo, oprima 7. Para regresar al
menuyU anterior, oprima 8.
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msg_C?0_Documen
t_Request_SelectFor
m

Please select a form you would
like to request

Elija el formulario que quiere
solicitar.

menu_C%0_Docum
ent_Request_SAR7

To request your semi-annual
report.

Para solicitar su informe semestral,

menu_C%0_Docum
ent_Request_TMC

To request your Transitional
MediCal status report.

Para solicitar el informe de su
estado de Transitional MediCal,

msg_C90_Documen
t_Request_Success_
01

Your request for form

Su solicitud del formulario

msg_C90_Documen
t_Request_Success_
02

has been successfully processed.
It will be mailed to the address on
file within two to three business
days.

... & ha procesado de forma
correcta. Se le enviard a la
direccidon que tiene registrada
dentro de un plazo de dos a tres
dias hdbiles.

msg_C90_Documen
t_Request_Fail

We are unable to process your
request for a form at this time.
Please try at a later time.

No podemos procesar su solicitud
para un formulario en este
momento. Por favor intente de
nuevo mads tarde.

menu_C%0_Docum
ent_Request_Succe
ss_Menu

To request another form, press 1.
To go back to the last menu,
press 8.

Para solicitar otro formulario,
oprima 1. Para regresar al menu
anterior, oprima 8.

menu_C%0_Docum
ent_Request_Fail_M
enu

To speak to a worker, press 1. To
return to the last menu, press 8.

Para hablar con un asistente,
oprima 1. Para regresar al menu
anterior, oprima 8.

msg_C90_Gen2000F
ormSuccess

Your request for Passport to
Services form has been
successfully processed. It will be
mailed two the address on file
within 2 two 3 business days, or if
you have a C 4 yourself account,
you can down. load. it. there.

Su solicitud para Pasaporte para
servicios ha sido procesado con
éxito. Serd enviado por correo a
la direccidn registrada en 2 a 3
dias hdbiles o si tienes una C 4
yourself cuenta, puedes
descargarla alli.

msg_C90_Documen
t_Status_None

You do not have any forms on
file.

No tiene ningun formulario en el
archivo.

msg_C21_Office_Inf
o0_01

In San Rafael, we are located at
120 North Redwood Dr, and 3240
Kerner Blvd. We are open
Monday through Friday 8:00 AM
to 4:30 PM. In Novato, we are
located at 75 Rowland Wayy, Suite
131. We are open Monday
through Friday 8:00 AM to 4:00 PM

Nuestra oficina estd abierta de
lunes a viernes, de 8 de la
manana a 4 de la tarde. En San
Rafael, nos encontramos en 120
North Redwood Drive y en 3240
Kerner Boulevard.En Novato, nos
encontramos en 75 Rowland Way,
Suite 131.
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msg_C21_Office_Inf
0_02

We are also located af 1 Sixth St.,
Point Reyes Station, CA 94956 This
office is open Monday, Tuesday
and Thursday from 9:00 AM
through 4:30 PM.

También nos encontramos en 101
4th Street, Point Reyes Station, en
la sala comunitaria del edificio de
seguridad publica. Esta oficina
estd abierta los lunes, martes y
jueves, de 9 de la manana a 4:30
de la tarde.

msg_C21_Office_Inf
0_03

We are also located af 1 Sixth St,
Point Reyes Station, CA 94956. This
office is open Monday, Tuesday
and Thursday from 9:00 AM to
4:30 PM

“También nos encontramos en 1
Sixth Street, Point Reyes Station.
Esta oficina estd abierta los lunes,
martes y jueves, de 9 de la
manana a 4:30 de la tarde.”

menu_C21_Repeat
_Previous_Menu

To hear these choices again,
press 7. To go back to the last
menu, press 8

Para escuchar estas opciones de
nuevo, oprima 7. Para regresar al
menuyU anterior, oprima 8.

Please_Hold

Please hold, while we transfer
your call to the next available
worker.

Por favor espere mientras
transferimos su llamada al proximo
asistente que esté disponible.

menu_C21_No_Cas
e_Service_Menu

If you are calling to apply for
benefits, Press 1. If you are a
Certified Enrollment Counselor
from a Marin County agency,
calling about MediCal only,
please press 2. For other
questions, Press 3. To hear these
choices again, Press 7. To go
back to last menu, Press 8.

Si llama para solicitar beneficios,
oprima 1.Si es un asesor de
inscripciones certificado de una
dependencia del condado de
Marin, que llama solamente
acerca de MediCal, oprima 2.
Para cualquier otra pregunta,
oprima 3. Para escuchar estas
opciones de nuevo, oprima 7.
Para regresar al menu anterior,
oprima 8.

msg_C21_C4_Yours
elf

Did you know that you can apply
for benefits at
www.C4yourself.com? That is
www. ‘the letter C, the number 4’
yourself.com.

sSabia que puede solicitar
beneficios en www punto
C4yourself punto com? Esto es
www punto la letra "C", el nUmero
"4", y-o-u-r-s-e-I-f punto com.

menu_C21_No_Cas
e_General_Menu

For our office hours and locations,
Press 1. To request an application,
Press 2. To hear these choices
again, Press 7. To go back to last
menu, Press 8.

Para escuchar los horarios y las
ubicaciones de nuestras oficinas,
oprima 1. Para pedir una solicitud,
oprima 2. Para escuchar estas
opciones de nuevo, oprima 7.
Para regresar al menu anterior,
oprima 8.
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menu_C21_Agent_
Menu

If you are calling about
CalWORKs, Press 1. For CalFresh,
Press 2. For MediCal or other
Health Care Coverage Options,
Press 3. For all other questions,
Press 4. To hear these choices
again, Press 7. To go back to last
menu, Press 8.

Sillama acerca de CalWORKs,
oprima 1. Para CalfFresh, oprima 2.
Para MediCal u ofras opciones de
cobertura para la atencion
médica, oprima 3. Para cualquier
ofra pregunta, oprima 4. Para
escuchar estas opciones de
nuevo, oprima 7. Para regresar al
menu anterior, oprima 8.

May_Be_Recorded

Your call may be recorded for
fraining purposes.

Su llamada puede ser grabada
para fines de capacitacion.

Customer_Survey

To help us improve our service,
please stay on the line to take a
short survey after speaking to a
worker.

Para ayudarnos a mejorar nuestro
servicio, por favor espere en la
linea para responder una breve
encuesta después de hablar con
un asistente.

The Marin County public
assistance call center is currently

El centro de atencidn telefénica
para la asistencia publica del
condado de Marin estd cerrado

Closed closed. Our regular hours are 7:30 | en este momento. Nuestro horario
AM to 11:40AM and 1PM to 4PM, | de atencién normal es de lunes a
Monday through Friday. viernes, de 7:30 a 11:40 de la
manana 'y de 1 a 4 de la tarde.
Gracias por llamar al centro de
Thank you for calling the Marin atencion telefénica para la
County public assistance call asistencia pUblica del condado
Holiday center. Currently our office is de Marin. Nuestra oficina estd

closed due to the holiday. We will
reopen the next County business
day.

cerrada en este momento con
motivo del dia festivo.
Reanudaremos actividades al
siguiente dia habil del condado.

msg_C90_Agent_Bu
sy

All workers are currently assisting
other customers. Please hold for
the next available worker.

En este momento, todos los
asistentes estdn atendiendo a
ofros clientes. Por favor espere al
proximo asistente que esté
disponible.

Emergency

Sorry, all call center workers are
currently unavailable. Please call
back at a later time. We
apologize for any inconvenience.

Lo siento, todos los asistentes del
centro de atencidn telefénica
estdn ocupados. Por favor llame
de nuevo mads tarde. Lamentamos
los inconvenientes ocasionados.
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Max_Queue

We have reached our maximum
number of callers currently in
gueue. We apologize for the
inconvenience, and ask that you
call back at a later time. Thank
you.

Hemos alcanzado nuestro nimero
mdximo de llamadas actualmente
en la cola. Lamentamos las
molestias y le pedimos que vuelva
a llamar mds tarde. Gracias.

msg_C9%0_Nolnput

Sorry. | did not receive a
response.

Elija una opcion.

msg_C90_Max_Noln
put

Sorry. A response is required to
confinue.

Lo siento. No se eligio ninguna
opcidn. Por favor llame de nuevo.

msg_C90_NoMatch

Sorry. That is not a valid response.

Esa no es una opcidn. Por favor
inténtelo de nuevo.

msg_C90_NoMatch
_Case

Sorry, that is not a correct case
number. Please try again.

Lo siento, ese no es un nuUmero de
caso correcto. Por favor inténtelo
de nuevo.

msg_C90_Max_No
Match_Case_PIN

The case number and PIN
combination you entered does
not match our records.

La combinacién del nimero de
caso y el PIN que proporciond no
coincide con nuestros registros.

msg_C90_Max_Noln
put_DOB

Sorry, that is not a correct date of
birth. Please try again.

Lo siento, esa no es una fecha de
nacimiento correcta. Por favor
inténtelo de nuevo.

msg_C9%0_Max_Noln
put_SSN

Sorry. Your social security number
should be 9 digits long.

Lo siento. Su numero de seguro
social debe constar de 9 digitos.

menu_C21_New_PI
N_Agent_Service_M
enu

To speak to a worker, press 1. To
hear these choices again, press 7.
To go back to the last menu,
press 8.

Para hablar con un asistente,
oprima 1. Para escuchar esta
informacién de nuevo, oprima 7.
Para regresar al menu anterior,
oprima 8.

© 2019 CalACES. All Rights Reserved.

60




C4Yourself is an online
application that allows you to

apply for and recertify CalWORKs,

CalFresh and MediCal benefits.
The secure website will send your
application directly to the county
for processing. In addition, you
can manage your existing case.
Some of the things you can do,

C4Yourself es una pdgina de
internet que le permite solicitar
beneficios y completar su
recertificacion de beneficios y
administrar la informacidn de su
caso. C4Yourself.com permite:
Completar su Recertificacién/
redeterminacion para Asistencia
Monetaria CalFresh (Estampillas
para Comida), y MediCal,

QMsg_1 Get CalWORKs, CalFresh and Administrar su informacion,
MediCal benefit information, Reportar cambios necesarios
receive messages from your electrénicamente, Ver mensajes
worker, submit semi-annual enviados por su trabajador(a),
reports (SAR 7) online, report Subir sus comprobantes y/u ofros
changes for your case, upload documentos electronicamente,
verification documents, Someter su SAR 7
download forms. Go to lectrénicamente, Ver el estado de
www.C4Yourself.com to create a | beneficios de todos los programas
secure account. Visite C4Yourself.com hoy para

crear una cuenta.
Sabia usted que el periodo para
inscribirse en Covered California
Did you know that the open Mg el'T de noviembre y
. concluird el 31 de enero de 20182
enrollment period for Covered
. - A pesar de lo que usted ha
Cdalifornia began on November 1, .
- escuchado en las noticias, nada
2017, and will end on January 31, ! . .
. ha cambiado en California con
20182 Despite what you may
. . respecto al acceso de sus
have heard in the news, nothing ; . .
. . Lo opciones de cuidado méedico.
has changed in California with : . o
Durante el periodo de inscripcion
regard to access to healthcare . L
. - usted puede visitar la pdgina de
options. During open enrolliment, )
o web Coveredca.com para aplicar
you can visit CoveredCA.com to .
. tanto para medical como para
dpply for MediCal or for o comprar algin plan de salud de
QMsg_2 Covered California health plan N gun p

with or without financial
assistance. Both programs use the
same application. When you
apply, you will find out whether
you qualify for one of these
programs depending on various
factors such as your family size,
income, and citizenship or
immigration status. Also, please
remember that you can apply for
MediCal any time, all year round.

Covered California con o sin
ayuda financiera. Ambos
programas utilizan la misma
aplicacién. Cuando usted aplica,
usted podrd ver si califica para
uno de estos programas
dependiendo de varios factores
tales como el tamano de familia,
los ingresos, y su estatus migratorio
o su ciudadania. También por
favor recuerde que usted puede
aplicar para medical en cualquier
momento a lo largo de todo el
ano.
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QMsg_3

No more busy signals or waiting
for messages to be returned! Get
information when you need it -
any time of the day or
night!CalWORKs, Food Stamp,
MediCal, CMSP and Welfare-to-
Work customers with an open
case can use the Interactive
Voice Response (IVR) System fo
get information over the
telephone, without having to talk
to a worker.You may request a
PIN when you speak to a call
center worker. Then next time you
call, you will pick a language
(English or Spanish) and enter
your seven digit case number
and PIN humber.Customers can
get information about: Office
hours, Case Worker's name and
phone number, Case stafus, Cash
aid and Food Stamp benefit
amounts, MediCal and CMSP
Share of Cost, Request Semi-
Annual Report (SAR 7), Mid-year
Status Report, and Transitional
MediCal (TMC 176S) reports Note:
You must use a touch-tone
phone and PIN to get case
information over the telephone.

Ya no encontrard teléfonos
ocupados ni tendrd que esperar a
que le devuelvan sus mensajes!,
Obtenga informacién cuando lo
necesite — en cualquier hora del
dia o nochelCalWORKs ayuda
monetaria, CalFresh estampillas
para comida, beneficios médicos
y clientes del Programa de
Trabajo con casos abiertos
pueden usar el sistema de
Respuesta Interactiva Vocal (IVR)
para obtener informacion a través
del teléfono sin tener que hablar
con un trabajador.Puede solicitar
un PIN cuando hable con un
trabajador del centro de
llamadas. La préoxima vez que
llame, seleccione un idioma
(inglés o espanol] e ingrese su
numero de caso de siete digitos y
sU numero cddigo secreto o
PIN.Clientes pueden obtener
informacion sobre: Horas de
oficina, El nombre y nimero de
teléfono de su trabajador, Estado
del caso, Cantidades de
asistencia monetaria y de
Estampillas de Comida para el
mes corriente y para los meses
que vienen, Informacidn sobre el
Reporte Semestral (SAR7) y
Reporte de Medio-Ano, La
cantidad de su Parte de Costo
para servicios médicosNota: Tiene
que usar un teléfono de teclasy
tener su codigo secreto o PIN para
obtener informacién a través del
teléfono.
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QMsg_4

Did you know that you can
download the C4Yourself Mobile
App Today?2 With the C4Yourself
mobile app you can login using
your existing C4Yourself account
or create an account to:Receive
messages from your
workerReceive information about
important due datesObtain case
informationSubmit Verifications
from your smart phoneYou can
also use your C4Yourself account
to access www.C4Yourself.com
and sign up to receive e-
notifications or fext messages
(standard rates may apply).

Con la aplicacion maovil de
C4Yourself usted puede entrar al
Sistema usando su cuenta
existente de C4Yourself o crear
una cuenta para: Recibir
mensajes de su trabajador, Recibir
informacidén importante acerca
de las fechas de vencimiento,
Obtener informacion sobre el
caso, Someter verificaciones
desde su teléfono
inteligenteTambién puede usare
su cuenta de C4Yourself para
acceder www.C4Yourself.com y
registrarse para recibir
notificaciones electrénicas o
mensajes de texto (tarifas de
datos estandar pueden aplicar).

msg_C90_CCB_Offe
r_1

If you would like us to call you
back in about

Si desea que le devolvamos la
llamada acerca de

menu_C90_CCB_Of
fer 2

minutes, press 1. If you would like
to wait for an associate, simply
stay on the line.

minutos, presione 1. Si desea
esperar a un asociado,
simplemente permanezca en la
linea.

menu_C90_CCB_Of
fer_3

If you would like us to call you
back at
$.CustomerEndpoint.Address,
press 1.

To use a different callback
number, press 2.

Si desea que le devolvamos la
llamada al
$.CustomerEndpoint.Address
presione 1.

Para usar un numero de
devolucion de llamada diferente,
presione 2.

digits_C90_CCB_Off
er_4

Please enter your callback
telephone number, starting with
the area code.

Ingrese su numero de teléfono de
devolucién de llamada,
comenzando con el cédigo de
dreaq.

msg_C90_Invalid_N
umber

That number isn't valid. Please try
again.

Ese numero no es vdlido. Inténtalo
de nuevo.

msg_C90_CCB_Error

There has been an error setfting
your callback. Returning you to
your place in queue.

Ha habido un error al configurar su
devolucién de llamada. Volviendo
a su lugar en la cola.

msg_C90_CCB_Offe
rs

Your callback request has been
successfully scheduled.
Goodbye.

Su solicitud de devolucion de
llamada se ha programado
correctamente. Adios.

© 2019 CalACES. All Rights Reserved.

63



http://www.c4yourself.com/

msg_C90_Recogniz
e_ANI

We recognize your phone
number in our system.

Reconocemos su nimero de
teléfono en nuestro sistema.

menu_C9%0_Login_M
enu

If you have enrolled your voice
login, press 1. To enroll your voice
log in, press 2. To log in using your

case number and IVR PIN, press 3.

To repeat the menu options, Press
7.

Si ha registrado su inicio de sesion
de voz, oprima 1. Para registrar su
inicio de sesidn de voz, oprima 2.
Para iniciar sesion con su numero
de caso y su PIN del sistema
telefénico, oprima 3. Para
escuchar de nuevo las opciones
del mend, oprima 7.

msg_C90_Voice_Ac
cess

For faster access to the system
use your voice. This will fake
about a minute.

Para acceder mas rdpido al
sistema, ahora puede usar su voz.
Esto tomard aproximadamente un
minuto.

msg_C90_Voice_lo
gin_Process

Welcome to the voice login
process. In order to complete this
process, you will need your case
number and IVR PIN.

Bienvenido al proceso de inicio de
sesidon de voz. Para completar
este proceso, necesitard su
numero de caso y su PIN del
sistema telefénico.

menu_C90_Voice_E
nroll_Menu

Press 1 to continue. If you do not
have your case number and IVR
PIN available, press 2.

Oprima 1 para continuar.Si no
tiene su nUmero de caso y su PIN
del sistema telefénico disponible,
oprima 2.

menu_C90_Voice_E
nroll_Offer_Menu

We have changed the way you
login. For faster access to the
system, you can now use your
voice. Enrolling your voice takes
about a minute.

If you would like to enroll your
voice, press 1

Hemos cambiado la forma en que
inicia sesion. Para acceder mds
répido al sistema, ahora puede
usar su voz. Registrar su voz toma
aproximadamente un minute

Si desea registrar su voz, oprima 1

msg_C90_Voice_Enr
oll_Instructions

Please make sure you speak
clearly and loudly and are in a
quiet location with little to no
background noise.

Por favor, asegurese de hablar
claramente y en voz alta, y
procure estar en una ubicacion
franquila, con poco o nada de
ruido.

msg_C?90_Record_Er
ror_LowSNR

Are you in a noisy environment?
Please move somewhere quieter
and try again.

sEstd en un lugar ruidoso? Por
favor, muévase a otro lugar mas
silencioso e inténtelo de nuevo.

msg_C?90_Record_Er
ror_LowNetSpeech

We did not catch that, can you
please speak again more slowly.

No entendimos eso. gpuede
hablar de nuevo mds despacio?

© 2019 CalACES. All Rights Reserved.

64




msg_C?0_Record_Er
ror_HighSaturation

We could not hear that , please
move your mouth slightly further
from the microphone and speak
again.

No pudimos oir eso, por favor
mueva su boca un poco mas
lejos del micréfono y hable de
nuevo.

msg_C90_Record_Er
ror_NoVoiceData

We did not hear you speaking,
please repeat the phrase, My
Voice is my Password, please
verify me.

No lo oimos hablar. Por favor,
repita la frase: "Mi voz es mi
contrasena. Favor de verificarme".

msg_C90_Voice_Re
cord_Success

Thank you, your recording was
successful.

Gracias. Su grabacion fue
satisfactoria.

msg_C90_Voice_Enr
oll_Success

You have successfully setup your
voice log in. On future calls use
your voice login for faster access
fo your benefit and case
information.

Ha configurado correctamente su
inicio de sesion de voz. En futuras
llamadas, use su inicio de sesidn
de voz para acceder mds rapido
a la informacion de su caso y sus
beneficios.

menu_C90_Enter_V
oice_Enroll_Menu

After the tone speak the following
phrase, My voice is my password,
please verify me.

Después del tono, diga la
siguiente frase "Mi voz es mi
contrasena. Favor de verificarme".

msg_C?0_Collect_V
oice_Prompt

Please say the following phrase,
My voice is my password, please
verify me.

Por favor, diga la siguiente frase:
"Mi voz es mi confrasena. Favor de
verificarme".

msg_C?0_Collect_V
oice_No_Match_EN

Your voice Log in does not match
our records.

Su inicio de sesidon de voz no
coincide con nuestros registros.

digits_C90_Collect_
Voice_Collect_Cas
e

Please enter your seven-digit
case number.

Marque los siete digitos de su
nUmero de caso.

msg_C90_Collect_V
oice_Error

We are sorry, we are unable to
process your voice login at this
fime. Please try again later.

Lo sentimos, no podemos procesar
su inicio de sesién de voz en este
momento. Por favor, inténtelo de
nuevo mads tarde.

msg_C90_Collect_V
oice_NoMatch

Your voice login does not match
our records.

Su inicio de sesion de voz no
coincide con nuestros registros.

msg_C90_Unable_T
o_Locate_Record

We are sorry, we are unable to
locate your record in our system.

Lo sentimos, no podemos
encontrar su registro en nuestro
sistema.

menu_C90_Voice_L
ogin_Menu

To enter your social security
number, press 1. To enter your
case number, press 2.

para ingrese su nimero de seguro
social, oprima 1. Para iniciar sesién
con su numero de caso oprima 2.
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menu_C%0_Docum
ent_Request_GEN20
00

To request you benefit history or
passport to services

Para solicitar su historial de
beneficios o Pasaporte para
servicios

menu_C90_Benefits
_Info_CW

To hear your CalWORKs benefit
information

Para escuchar la informacion
sobre los beneficios de CalWORKs

menu_C90_Benefits
_Info_CF

To hear your CalFresh benefit
information

Para escuchar la informacion
sobre los beneficios de CalFresh

menu_C90_Benefits
_Info_MC

To hear your MediCal benefit
information

Para escuchar la informacion
sobre los beneficios de MediCal

menu_C90_Benefits
_Info_ WW

To hear your Welfare to Work
benefit information

Para escuchar la informacion
sobre los beneficios de Transicion
de la Asistencia Publica al Trabajo

Press_1 Press 1. Presione 1
Press_2 Press 2 Presione 2
Press_3 Press 3 Presione 3
Press_4 Press 4 Presione 4
Press_5 Press 4 Presione 5
Press_6 Press 6 Presione 6
Press_7 Press 7 Presione 7
Press_8 Press 8 Presione 8
Press_9 Press 9 Presione 9
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2.4 Quevues

2.4.1 Overview

When a caller requests to speak to a worker, Amazon Connect will place the
caller intfo a queue based on the selection they've made in the IVR. A queue is
‘waiting area' that holds contacts to be answered by workers.

2.4.2 Description of Change

Create queues in Amazon Connect that match the Skill Groups in the Cisco
Environment. The queues to be created in Amazon Connect are listed below.

English C21_EN_CalFresh
English C21_EN_CalWORKs
English C21_EN_MediCal
English C21_EN_General
English C21_EN_Supervisor
Spanish C21_SP_CalFresh
Spanish C21_SP_CalWORKs
Spanish C21_SP_MediCal
Spanish C21_SP_General
Spanish C21_SP_Supervisor
English C21_EN_Chat
Spanish C21_SP_Chat
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2.5 Hours of Operation

2.5.1 Overview

Hours of operation define when a queue is available and may be referenced in
contact flows. Hours of operation are a required component when setting up
queues. Callers can reach the IVR and self-service opftions 24 hours a day, but
workers are only available during working business hours.

2.5.2 Description of Change

Create the Hours of Operations that match the existing Open Times for the
queues in Amazon Connect. Those times are Monday through Friday 7:30 AM to
11:40AM and 1PM to 4PM. They're closed during the lunch hour.

2.6 Quick Connects

2.6.1 Overview

Quick connects are “speed-dials” for transferring calls between queues. If a
caller connected with a worker and needs to be sent to a different queue the
worker will select the queue to transfer to through their list of Quick Connects in
their Call Control Panel (CCP).

2.6.2 Description of Change

Create a quick connect to match the current Phone Book entries in Cisco
Finesse. This will allow workers to fransfer calls between queues. The list of quick
connects are listed below.

EN_CalFresh Queuve C21_EN_CalFresh
EN_CalWORKs Queuve C21_EN_CalWORKs
EN_General Queuve C21_EN_General
EN_MediCal Queuve C21_EN_MediCal
EN_Supervisor Queue C21_EN_Supervisor
SP_CalFresh Queue C21_SP_CalFresh
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SP_CalWorks Queuve C21_SP_CalWORKs

SP_General Queuve C21_SP_General

SP_MediCal Queue C21_SP_MediCal

SP_Supervisor Queue C21_SP_Supervisor

Survey Queue C21_Survey

Voice_Enrollment | External +1 855-299-4811
2.7 Agents

2.7.1 Overview

All workers in the contact center that handle calls will need an account to login
to the Call Control Panel (CCP). The credentials for the agent account will
match the worker's C-IV application credentials.

2.7.2 Description of Change

Build an agent for all existing workers that handle calls in the Cisco Contact
Center within the Amazon Connect environment. These agents should be able
to login to the CCP using their C-IV application credentials. For more information
please see SCR 103540 on security rights.

2.8 Routing Profiles

2.8.1 Overview

A routing profile is a collection of queues that determines how contacts are
routed to agents. Routing profiles are used to prioritize contacts across specific
queues and manage the priority in which contacts are handled based on the
queues they are routed to. An agent can only be assigned a single routing
profile at a time; however, they may serve multiple queues, based on rules
defined in the routing profile.
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2.8.2 Description of Change

Create two routing profiles, one for English queues and one for Spanish queues.
All agents created will be defaulted to the English routing profile. County work
force management will have the rights to create their own routing profiles to
better serve their customers.

2.9 Agent Hierarchy

2.9.1 Overview

Agents and teams can be organized into groupings based on their location and
their skill sets. Hierarchies can be configured with up to five levels and allow you
to segment agents or teams. You can create large groups, such as all agents
who work on a specific continent, or smaller groups such as all agents working in
a specific department. The hierarchies are reflected in reports and historical
mefrics to allow for granulated reporting. Removing agents from a level affects
historical reporting until a new reporting cycle for that level has been completed.

Hierarchies do not determine agent permissions or security settings. They define
the organizational structure of agent groups for effective reporting.

2.9.2 Description of Change

Create an agent hierarchy that recreates the existing agent teams from the
Cisco Contact Center system. This will give supervisors the same level of reporting
functionality. These do not setup any kind of security or roles. This is for reporting
purposes only. The agent hierarchy will also be used when filtering agents in the
supervisor view in the Call Control Panel. For more information see SCR 103540.

© 2019 CalACES. All Rights Reserved.
70



3 OUTREACH

Onsite fraining will be conducted to go over the changes to the Contact Center and
how end users will interact with it. The training will be broken out based on level of
access to the system.

3.1 Agents

All agents in the Contact Center will be frained onsite on the differences between
Cisco Finesse, and the Amazon Connect Customized Call Control Panel (CCP) [SCR
103540].

3.2 Supervisors

Supervisors will be trained onsite on the differences between Cisco Finesse, and the
Amazon Connect customized CCP. They will also be frained on how to live monitor their
staff and switch the state of their agents when needed.

3.3 Work Force Management

Work Force Management (WFM) will be trained onsite on the differences between
Cisco Finesse and Amazon Connect customized CCP.

Training will also go over how routing profiles are created and how to create the most
effective routing profiles to better serve their customers.

For training in the cloud version of Calabrio One and eGain 17.2 please see SCRs
104516 and 104517 respectively.
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4 APPENDIX

1.

Web Chat will be provided to agents using the Symbee third party tool for
Amazon Connect.
a. This will allow agents to take calls and web chats but not both at once.
b. The link in C4Yourself will be updated to point to the new Symbee chat
solution.
Courtesy Call Back (CCB) will be available for callers when queue times are
greater than seven minutes. This will provide a better customer service
experience for customers so they do not have to wait on the phone the entire
duration of their fime in queue.
a. Callers will be prompted with an option to have CCB call them back, but
are not required to optin.
b. CCB will call the customer back and connect them with an agent.
Post Call Survey will be implemented in Amazon Connect, using the same
questions that are currently used in Cisco.
a. Agents will need to transfer the caller to the Survey
Voice Biometrics will remain in place in the same capacity as it does in Cisco.
a. Existing Voice Prints will be usable in Amazon Connect without needing to
reenroll their voice.

© 2019 CalACES. All Rights Reserved.
72



	1 Overview
	1.1 Current Design
	1.2 Requests
	1.3 Overview of Recommendations
	1.4 Assumptions

	2 Recommendations
	2.1 Phone Numbers
	2.1.1 Overview
	2.1.2 Description of Changes

	2.2 Contact Flows
	2.2.1 Overview
	2.2.2 Welcome Contact Flow
	2.2.3 Person Lookup Contact Flow
	2.2.4 General Menu Contact Flow
	2.2.5 Login Menu Contact Flow
	2.2.6 Voice Login Contact Flow
	2.2.7 Collect Voice Contact Flow
	2.2.8 Collect Voice Case Lookup Contact Flow
	2.2.9 Collect Case Contact Flow
	2.2.10 Case Validation Contract Flow
	2.2.11 Collect PIN Contact Flow
	2.2.12 Collect DOB Contact Flow
	2.2.13 Collect SSN Contact Flow
	2.2.14 Login Results Contact Flow
	2.2.15 Voice Enroll Menu Contact Flow
	2.2.16 Voice Enroll Contact Flow
	2.2.17  Program Menu Contact Flow
	2.2.18  No PIN Program Menu Contact Flow
	2.2.19 Agent Service Menu Contact Flow
	2.2.20 No Case Service Contact Flow
	2.2.21 No Case General Contact Flow
	2.2.22 No Case Program Contact Flow
	2.2.23 Office Hours and Locations Contact Flow
	2.2.24 New PIN Program Menu Contact Flow
	2.2.25  Case Self Service Menu Contact Flow
	2.2.26 Get Dynamic Benefits Menu Contact Flow
	2.2.27 Dynamic Benefits Information Menu Contact Flow
	2.2.28 CalWORKs Benefits Information Contact Flow
	2.2.29 CalFresh Benefits Information Contact Flow
	2.2.30 MediCal Benefits Information Contact Flow
	2.2.31 Welfare to Work Benefits Information Contact Flow
	2.2.32 Welfare to Work Reimbursement Contact Flow
	2.2.33  Welfare to Work End Menu Contact Flow
	2.2.34 Document Request Contact Flow
	2.2.35 Dynamic Document Request Contact Flow
	2.2.36 Document Request Resend Forms Contact Flow
	2.2.37 Document Request GEN 2000 Form Contact Flow
	2.2.38 Document Status Contact Flow
	2.2.39 Dynamic Document Status Contact Flow
	2.2.40 Check Document Status Contact Flow
	2.2.41 Change PIN Contact Flow
	2.2.42 Exit Reasons Contact Flow
	2.2.43 Queue Transfer Contact Flow
	2.2.44 Customer Queue Contact Flow
	2.2.45 Post Call Survey Contact Flow

	2.3 Prompts
	2.3.1 Overview
	2.3.2 Description of Change
	2.3.3 Wav Files

	2.4 Queues
	2.4.1 Overview
	2.4.2 Description of Change

	2.5  Hours of Operation
	2.5.1 Overview
	2.5.2 Description of Change

	2.6 Quick Connects
	2.6.1 Overview
	2.6.2 Description of Change

	2.7 Agents
	2.7.1 Overview
	2.7.2 Description of Change

	2.8 Routing Profiles
	2.8.1 Overview
	2.8.2 Description of Change

	2.9 Agent Hierarchy
	2.9.1 Overview
	2.9.2 Description of Change


	3 Outreach
	3.1 Agents
	3.2 Supervisors
	3.3 Work Force Management

	4 Appendix

