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PPOCs, please forward to the appropriate impacted staff in your county:

General [ ] Reports
[ ] Policy [ ] Fiscal
[ Jcw [ ] Caseload Movement
[ ]JCF [ ] Management
[ IMC [ ] Fiscal
[ JCMSP [ ] Security
[ JFC/KG/AAP [ ] Batch and Interfaces
[ ]Child Care [ ] Imaging
[ IWiw [ ] Migration
[_]Other Program(s) [_] Conversion
[ ] BenefitsCal [ ] MyBCW [ ] Technical
[ ] Customer Correspondence [ ] Training
[ ] Other [ ] Help Desk
Description: Purpose

This CIT impacts all counties using CalSAWS. The purpose of this CIT is to
communicate that the initial launch of the CalSAWS Worker Facing Virtual Assistant
(VA) went into production as of Monday, February 20, 2023.

Background

Prior to the VA going live in CalSAWS, there was no virtual assistant to help users with
answering system functionality questions. Users had to rely on searching through the
Help section of CalSAWS, LMS or county-produced resources.

In October 2022, the Virtual Assistant Work Group started meeting weekly to decide
on the look of the VA, and to prioritize and decide on pre-defined questions (use
cases). The use cases (UC) were designed to provide users with information on
functionality and instructions on how to perform certain tasks in the system.

Additional Information
With the launch of the CalSAWS Worker Facing VA, there are a few notable
features:

1. The VAis enabled in all counties using CalSAWS. At this time, this feature cannot
be disabled for individual counties.
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2. This release covers:
a. (3) programs: CalWORKS, CalFresh and Medi-Cal
b. (5) sub-menus: IEVS, EBT, IAT, ICT and MAGI
c. 41 UCs
d. 54 linked resources

3. To use the VA, users will click on the orange chat icon on the bottom right
corner after signing in to CalSAWS. This icon will be found on each page in
CalSAWS.
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4. Due to the VA icon being stationed at the bottom right of each screen, users
may need to change the browser zoom ratio for the icon not to interfere with
their use of the system.
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5. Upon clicking on the chat icon, the VA will open as a pop-up window. Users'
can interact with the VA using (a) the menu buttons or (b) engaging in the free-
type feature.
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Main Menu

6. When using the stationary main menu buttons, the user will be navigated to
pre-defined topics and sub-menus to choose from. Users can navigate and
choose based on what best matches their need.

Example: CalFresh —> EBT — EBT Sub-Menu —> Reissue EBT Card
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CalFresh

»

u Hi! I'm the CalSAWS Virtual Assistant

| can help answer questions you may

have about CalSAWS functionality. | see you have a question about

CalFresh.

ld

You can select an option below or type

your question. You can select one of these topics or

type a different question below.

CalFresh EBT

IEVS

ICT

CF Expedited Service Request

Add SUA to a Case

Complete Telephonic/Electronic

CalFresh L 4 Signature

Type your question here Type your question here
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Reissue EBT Card .
a

L‘ To reissue an EBT Card:
. Place the cursor over Eligibility or
. Case Info on the Global navigation
bar.
- Select Case Summary from the
Local navigator.
. Click the EBT Account List link on
the Task navigation bar.
Please select the option that best fits . On the EBT Account List page
your needs. a. Click the EBT Account
Number hyperlink.
. On the EBT Account Detail page:
Reissue EBT Card a. Click the Card Number
hyperlink in the Current Card
section.
On the EBT Card Detail page:
a. Click the Reissue button
b. Select the <Delivery Method>
Add Secondary/Other Cardholder L’:’(;; I?;T Delivery Method
c. Click the Save button.
Note: If the Delivery Method
selected is Mail, then the
process is finished and the
EBT card will be mailed to the v

Type your question here

| EBT Sub-Menu

N

w

| see you have a question about EBT.

=

o

o

Issue Primary (Initial) EBT Card

Type your question here

7. Users can also choose to use the free-type text box option found under the
Main Menu. Users can type in their question or key word.
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Welcome & L‘ The Inter-Agency Transfer Summary
page shows you all the Determination
of Eligibility Responses (DERS) for a
u Hi! I'm the CalSAWS Virtual Assistant. case.

| can help answer questions you may To navigate to the Inter-Agency

have about CalSAWS functionality Transfer Summary page from within
the context of a case:

You can select an option below or type 1. Place the cursor over Case Info on

your question. the Global navigation bar

2. Select Case Summary from

the Local navigator.
CalFresh 3. Click the IAT Summary link on
the Task navigation bar.

Medi-Cal To learn more about how to navigate
the Inter-Agency Transfer Summary
Page, click the button below.

CalWORKS

Medi-Cal - MAGI Referrals and
Give Feedback

Eligibility Determinations (JA)

Where is the IAT page{ ITy:)e your question here

8. Should the user want to just review all questions in the VA — the user can click on
the All Questions Library and scroll through the list of questions.
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All Questions Library
L‘ Hil I'm the CalSAWS Virtual Assistant.

I can help answer questions you may . .

have about CalSAWS functionality. ‘ All Questions Library ;

You can select an option below or type

your question. B To find your question, search using a
keyword search or by scrolling through
the list. If you don't see the question,

CalFresh you are looking for, select “I cannot
find my question’.

Medi-Cal

CalWORKS Search here

Give Feedback |
How to complete an
All Questions Library [ electronic signature?

How to verify non-citizenship
citizenshin statis?

| cannot find my question

Main Menu

ype you estion here
Type your question her

L

Type your question here ‘

9. Under the UCs that has a job aid that can further assist users, a link to the job
aid will be provided.

CalSAWS Virtual Assistant - Work -.... -— 0 x

() httpsy//virtualassistant-test.calsaws.net/?c.. AY

MAGI Soft Pause [ 4
(e A

L‘ To lift 3 Soft Pause, you must click on
the ‘Request Lift Options’ checkbox in

the MAGI Determination List. The
individual in Soft Pause must be
selected by clicking the correct
checkbox under the Soft Pause Lift
column before clicking the “Request
MAGI" button

Refer to the Job Aid below for
guidance on soft pause

Medi-Cal - MAGI Soft Pause (JA)
Go Back

Type your question here

|

10. Users can minimize the VA as they perform their task in CalSAWS. The VA chat
history will remain if the VA window is not closed or times out.

11. To start over with the VA chat, users can click on the Main Menu button. This will
take the user back to the Welcome message.
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12. A CalSAWS Functional Presentation (CFP) will be available in early April 2023.

13. [2] Web-based Trainings (WBTs) that focus on navigating in CalSAWS will be
updated to include general navigation in the VA in the next priority release.

County Action
There is no county action at this fime.

The Virtual Assistant Work Group continues to meet weekly. Additional UCs will be
added through future releases. If you have suggestions for additional content,
please follow the County Enhancement Request (CER) process.

If you have questions on this CIT, please reach out to the Primary Contact and cc
your Regional Managers.

Primary Project
Contact:

Lucy Her
HerL@CalSAWS.org

Backup Project

Connie Buzbee

Contact: BuzbeeC@CalSAWS.or
Attachments: | None
web portal | | GGz
Link:
OR

You may also retrieve the CIT document and attachments by following these steps:
Click on the CRFlIs & ClITs link at the top of the page.

Click on the "CalSAWS Information Transmittal (CIT)" folder.

Click on the "2023" folder.

Click on the appropriate CIT # folder.

el N
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