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May 18, 2023




Agenda

Call Meeting to Order and confirmation of quorum
Agenda Review

Public Opportunity to speak on items NOT on the
Agenda. Public comments are limited to no more
than three minutes per speaker, except that @
speaker using a translator shall be allowed up to six
(6) minutes.

NOTE: The public may also speak on any item ON the
Agenda by waiting until that item is read then
requesting recognition from the Co-Chair o speak.

All lines will be muted when meeting begins.

To unmute:

_When connected via computer — click the microphone
icon.

When connected via telephone — press *6.
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Action ltems




Action ltems

4. Approval of the Minutes from the April 20, 2023, PSC
Meeting and review of Action ltems.
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Informational Items




Debrief 3C/4A Conversion




Wave 3C

During 3C/4A Cutover an issue was identified in 3C conversion processes impacting
eligibility determination and Benefits calculation (EDBC) data. Project decision to post
pone 3C and move forward with 4A conversion.

. Roo’r Cause Analysis (RCA)

There were components of the conversion code that were successfully run in the
last mock conversion that were not migrated to the production conversion
environment.

. thrse missed components then resulted in the incorrect processing of the EDBC
ata.

« Completed Steps:

* Project approval to move 23.05 from 5/21 to 5/28
« 3C Cutover scheduled for 5/19 8pm to 5/22 6am

* Next Steps:

e 5/16 arun of 3C internal in lower environment

« Validation in the conversion process to ensure all data is
converted. Creation of additional data validation steps in the conversion
process to verify all data is converted before waiting for StageGate review.

« Validation of the steps to ensure all code is correctly migrated to
production

« Confirm final timing estimate for cutover

« Validate all code components were migrated to the production conversion
environment prior to the start of conversion execution on 5/20
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Wave 3 Go-Live Debrief




Wave 3B Conversion Update

« Wave 3B conversion finished in 85 hours with the
system coming up 1.5 hours early at 6am on Monday,
4/24

« 1.2 million cases converted

« 2.7 million Programs

« 2.5 million Persons/Recipients

« 23,000 County Users added

« 4.2 billion rows added to the CalSAWS database

« Contact Center and Imaging solutions went live at the
same fime.

« All systems have been stable with a new record of 20k
plus county workers across the 48 production counties
logged in and concurrently working
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Wave 3 BenefitsCal Update

BenefitsCal usage for Wave 3 counties since rollout in April 24, 2023

10724

Applications Submitted

31,423

Documents Uploaded

2,040

Changes Reported

37,314

Customer Accounts Linked

13866

Renewals Submitted

033

Periodic Reports
Completed

o0

CBO Accounts Converted
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Wave 2 Retrospectives




Retrospective Approach
Multifaceted

Reflecting from multiple
viewpoints:

1. Project team sessions focus .
on internal observations and (
enhancement opportunities.

2. County sessions capfture
input directly from the

counties based on their
migration experience.

3. (New) Stakeholder session
focused on the end user
experience.
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Wave 2 — Project Retrospectives
Focus & Action

Focus:

« What worked

«  Opportunities for improvement
« Recommended action

Action:
» Realtime adjustments
« Adjustments in progress

Session Topics Included:

« ISS Implementation (Pre and Post) « Confact Center

« Organizational Change Management + Imaging

« Training *  Lobby Management

«  TOSS/Support Teams « Conversion

«  County Data Validation (County) «  BenefitsCal Communication & Resources
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Recommendations, Refrospectives, and
Changes

Lessons Learned from Wave 2

Today, we will cover:

1. Retrospective themes
from teams on
opportunities for
Improvement.

2. Changes that
counties will see from
what we learned with
Wave 2.
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OCM, Training & Implementation Retrospectives
Opportunities for Improvement — Themes

Continue Training
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OCM & Training - Changes for Future Waves

X

S

OCM
Update Waves 4-6 county profiles
with OCM characteristics to
support awareness of current
state and to better prepare
onsite support staff,

Provide OCM support in county
offices after Go-Live and collect
photos and soundbites for the
CalSAWS Scoop newsletter.

Training
The Training Team continues
being proactive about finding
solutions on working with the
LMS tool.

The Training Team
confinues proactive
communications with the
Counties on LMS challenges to
manage expectations.
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PROCESSES

s
-

OCM

Continue to work with Counties
in refining opportunities and
recommendations drafted from
Readiness Survey results.

Training
The Training
Team continues active, visible,
and frequent communication
on fraining approach and
expectations with Counties.

The Training team continues to
refine training processes to
increase County efficiencies.

COMMUNICATION

>

OCM

Evolve the messaging to
managers and supervisors ,in
Change Discussion Prep
sessions, to emphasize the
value of the County Change
Discussion Guide.

Training
The Training

Team continues emphasizing

the importance of fraining to
Counties in various sessions such

as TAC meetings, training

touchpoints, IPOC meeftings,
and Change Network meetings
using strong collaboration with

County partners.




Implementation — Changes for Future Waves

X

S

Implementation

Counties have pre-meets with
Virtual Support and County
Help Desk to strengthen post
implementation support

processes with virtual channel.

Implementation understands
WI-FI connectivity in county
offices prior to Go-Live and
coordinates with counties to

help ensure that WI-F
connectivity is available for
onsite support staff,
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PROCESSES

<0

Implementation

Implementation provides more
frequent updates to PPOCs
and Regional Managers to
highlight county suggested

changes for onsite staff
coverage.

Implementation incorporates
the county escalation model
at T-6W into Trip Books and
Orientations for onsite staff.

COMMUNICATION

>

Implementation

Implementation sets better
expectations for future wave
counties on changes o
workplan tasks/dates which may
evolve over time.



Contact Center, Imaging & Lobby Management Retrospectives
Opportunities for Improvement — Themes

The Contact Center, Imaging & Lobby Management teams have implemented a variety of
processes to improve the county experience based on lessons learned from Wave 2.

Examples:
+  Modified the on-site wave support plan to ensure resources are deployed and adjusted (real time) to provide

needed support.
* Providing updates more frequently in county meetings.

Information Sharing

'Y

N
™
)
,’A w County Support
4 \ !

Retro
Themes

County
) Preparedness

Resources ~
\
\ '
% [}
/
V
0 d
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X

S

Contact Center
Implemented On Site day for
Model Office Prep.

Incorporated production log
in and Model Office Access
testing (Wave 3).

3 full weeks are now available
of Model Office (previously 10
days).

Imaging
County technical imaging
checklist has been developed
to support preparation for
Wave 3-6.

Updated County Worker Virtual
Assistant fo include 10
addifional questions.
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PROCESSES

<0

{
-l

Lobby Management

A county purchase tracking
process has been developed to
manage kiosk and tablet orders
to support county preparation.

Contact Center, Imaging & Lobby Mgmt. - Future Wave Changes

COMMUNICATION

4
Contact Center
The Pre-Model Office
Presentation deck has been
adjusted for Waves 3-6 to
both review information and
facilitate interactive

validation to improve
participant understanding.

Providing updates more
frequently at county
meetings.

Imaging
Conducting additional
Imaging BPR and best
practices sessions with each of
the Wave counties.

Adjusting delivery of
demo/training to pre-go-live
from post go-live.




County Data Validation (CDV) & Conversion Retrospective

Opportunities for Improvement - Themes

\ S
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CDV & Conversion - Future Wave Changes

X

S

CbhV
“Body of Knowledge” resource
developed to support counties
when logging findings.

CalWIN to CalSAWS page
mapping document
developed.

Q&A document from Office
Hours/Triage meetings
published and updated daily.

Conversion

A proof of concept and
assessment of the Goldengate
tool is in progress to expedite
the data conversion timeline.
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PROCESSES

*<0
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Cbv
Additional training topics
and resources are
being incorporated into the
CDV Execution Kickoff session
to help counties better
prepare.

Conversion

Conversion team will further
refine the approach,
schedule, and facilitation for
County Click through sessions
Wave 3-6 to maximize the fime
required and benefits

achieved by participants.

COMMUNICATION

>

cbv

A subset of the Go-Live content

is now being shared

proactively with all future Wave

counties.

Conversion

Refined county click through
recruitment CRFI fo clearly
state expectations and fime
commitment of county
participants.

Evolved county
communication to clarify
expectations that validation
activities are being conducted
at a high-level. (Wave 3-6)




BenefitsCal Retrospective
Opportunities for Improvement — Themes

Retro
Themes

Resources

(] COU| |Ty

,l Preparedness

CalSAWS | Project Steering Committee Meeting




BenefitsCal — Future Wave Changes

PROCESSES

COMMUNICATION

¢<0
{
o-H

Scheduled BenefitsCal staff to
visit county lobbies to promote
adoption, support the public in
accessing services though
BenefitsCal, and generate
enthusiasm.

Provided suggested language to
incorporate intfo County call
center hold recording to
promote BenefitsCal.
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>

BenefitsCal FAQ distributed to
counties to highlight functions
and capabilities.



Future Waves Readiness
« Wave 4 -6 Readiness
« Waves 5 and 6 Risk Summary




Executive Summary: Wave 4 — 6 Readiness
Project Readiness Areas and Categories [as of 5/17/2023]

Readiness Area* Readiness Category Wave4 Wave5 Waveb
Deploy CalSAWS Releases 23.0#

Contact Center Readiness
Application Imaging Readiness

BenefitsCal Readiness

Central Print Readiness

County Interface Partner Test (IPT)Execution
State Interface Partner Test (IPT) Execution
Defects Resolution

EDBC Match — Auto Review Rates

Mock Cutover

@

Integration

Conversion &
CalWIN Migration
Planning

Cutover Window

County Network Connectivity
Performance Testing

Training Wave County Classroom Set-Up
WBT Training Delivery

ILT Training Delivery

Change Discussion Guides (CDGs)
Communications
Organization Business Process Reengineering
Configuration

Process Simulation
Implementation Planning

County Prep
Implementation |Pre and Post Implementation Support
Help Desk

County Ad Hoc Reports

Technical

Q QOO0 000 06060008 enne e e e
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https://calacesorg.sharepoint.com/:p:/r/sites/MigWebPortal/Resources/CalSAWS%20Migration/Implementation/Project%20Readiness%20Area%20and%20Category%20Definitions.pptx?d=w65f15281a5f74ad59647ffe36ae85dba&csf=1&web=1&e=hctRcR
https://calacesorg.sharepoint.com/:p:/r/sites/MigWebPortal/Resources/CalSAWS%20Migration/Implementation/Project%20Readiness%20Area%20and%20Category%20Definitions.pptx?d=w65f15281a5f74ad59647ffe36ae85dba&csf=1&web=1&e=hctRcR
https://calacesorg.sharepoint.com/:p:/r/sites/MigWebPortal/Resources/CalSAWS%20Migration/Implementation/Project%20Readiness%20Area%20and%20Category%20Definitions.pptx?d=w65f15281a5f74ad59647ffe36ae85dba&csf=1&web=1&e=hctRcR
https://calacesorg.sharepoint.com/:p:/r/sites/MigWebPortal/Resources/CalSAWS%20Migration/Implementation/Project%20Readiness%20Area%20and%20Category%20Definitions.pptx?d=w65f15281a5f74ad59647ffe36ae85dba&csf=1&web=1&e=hctRcR
https://calacesorg.sharepoint.com/:p:/r/sites/MigWebPortal/Resources/CalSAWS%20Migration/Implementation/Project%20Readiness%20Area%20and%20Category%20Definitions.pptx?d=w65f15281a5f74ad59647ffe36ae85dba&csf=1&web=1&e=hctRcR

County Readiness Summary: Wave 4, 5, and 6 County Readiness [as of 5/17/2023]

Wave 4 - Wave 5 - Wave 6

San San Santa San Luis San
Readiness Area Diego Mateo Cruz Solano Sacramento Obispo Francisco

Application G (¢} (¢} (¢} G G G
Integration

Alameda Fresno Sonoma
(¢}

Conversion
Technical
Training

Organizational

Implementation

NS NotStatted | "ol On schedule Y <apaysiate [ >4 ooy ote
Wave 4 County Readiness Checklist Activities by Status (as of 5/16/2023)
Status 00 All Counties 09 San Diege 10 San Mateo 11 Santa Cruz 12 Solano  Wave 4 Counties T:
IN PROGRESS 3 a7 99 a4 a4 23 400
NOT STARTED 1 101 119 13 116 70 520 COU“"Y Readiness ngh"ghts
COMPLETED 27 391 395 406 403 70 1692 Wave 5
Total Unique Issues: 31 579 613 613 613 163 2612 * Im‘egrohon Reodlness B COUI’)fy
development for Alameda and Sonoma
Wave 5 County Readiness Checklist Activities by Status (as of 5/16/2023) are a watch item. Alameda has 4 interfaces
Status 00 All Counties 13 Alameda 14 Fresno 15 Sonoma Wave 5 Counties T stillin Coun ty development and Sonoma
IN PROGRESS > 89 2 81 15 272 has 7 interfaces in County development.
Project interface partner testing begins on
NOT STARTED 0 200 203 197 131 YEY 5/ ’ 7/2023
COMPLETED 8 381 334 380 27 1180
Total Unique Issues: 10 670 671 658 174 2183

Wave é County Readiness Checklist Activities by Status (as of 5/16/2023)

Status 00 All Counties 16 Sacramento 17 San Francisco 18 San Luis Obispo Wave 6 Counties T
IN PROGRESS 3 a7 106 a3 & 300
NOT STARTED 0 249 253 250 160 912
COMPLETED 3 316 305 328 12 969
Total Unique Issues: 1 662 664 666 178 2181
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Risk 258: Wave 4B Cutover Timings

Proof of concepts for GoldenGate are in progress for use in the
conversion load processes that may result in a 6-hour reduction, showing
4B completing in 84 hours

Q

GoldenGate is a database tool that allows the converted data to be loaded
into CalSAWS production as the conversion process runs vs having to wait for
the full conversion process to complete before loading into CalSAWS
production.

Wave 4B is estimated to contain 11% more data than 3B

» 2B completed in 87.5 hours (with a 2 hour county clickthrough window)
» 3B completed in 85 hours (1.5 hours ahead of schedule with a 3 hour county
clickthrough window)
Wave 4B County Click-through will remain at 3 hours

Additional areas that are being evaluated to reduce the Wave 4B timings are:
» Further conversion process performance tuning

» Additional automation of database administrator tasks that occur after the
conversion process is complete and before the system is brought online for county
clickthrough

The Wave 4B cutover window is targeted to be finalized and communicated
by May 31st
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Risk 258: Wave 5 & 6 Go-Live Cutover Timings Projected

o Waves 5 thru 6:
= Wave 5 estimated to contain 22% more data than Wave 3B

= Wave 6 estimated to contain 14% less data than Wave 3B

» Wave 6 is estimated to complete within same timeframe as Wave 3B (~ 84
hours). Data growth on both CalWIN and CalSAWS may have an impact. Timings will
be confirmed through the Mock 6B test in August 2023.

= Cutover timings for both Waves 5 and 6 will be revised based on Wave 4B Go-Live
actuals (for assessment and estimating)

= Testing of GoldenGate and additional performance tuning of the cutover logic will be
ongoing throughout the waves

= Mock Cutovers will be executed to confirm the improvements and finalize the Cutover
schedule

o Next Steps:
» Continue technical validation
» Complete the Wave 5 Mock Cutovers to set the baseline cutover timing by June 30
» Complete the Wave 6 Mock Cutovers to set the baseline cutover timing by Sep 30
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Project Risks
CalWIN Counties Cutover Readiness Needs Risks

Risk Name

The CalWIMN Counties may not be fully prepared for go-live if they do not

hawe sufficient or timely information

264 CalWIM County wawves may not complete their Imaging migration

readiness activities by their designated wowve go-live dates

269 CalWIN Counties may not have encugh development and testing
timeline to Refactor their Ad-hoc Reports and Ancillary System before

Go-Live

281 Changes to San Diego County PoP site location resulting in additional

effort and costs to complete a parallel enablement

283 Circuit delivery delays to Wawe 3 - Fresno County

288 Wawe & San Francisco County — Delays in Circuit delivery
289 Transition from CalWIN Lite to Cal5AWS - BenefitsCal - Child Care Portal

for external partners

Project Readiness for CalWIN Cutover to CalSAWS Risks

Risk Name Waved Waveb Waveéb
The CalWIN Conwversion Cutowver Window is at-risk of completing past
the 84-hour cutover window High High Low
285 Preparing CalWIN counties to operationalize CalSAWS after their Go-
Live Low
279 CalWIN Counties may not be prepared to reconcile Fiscal and submit
State Reports, timely, as they Migrate to CalSAWS

280 Unresolved Go-Live Dependent defects not resclved prior to the Wawve

Go-Live could impact County Case Worker business Post Go-Live
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Project Risks
CalSAWS Scalability & System Performance Risks

Risk Name Waved Waves Waved
The scaling of Batch for 58 Counties may have an impaoct on system

performance Low Low Low
204 CalsAWS Contact Center Enhanced Call Control Panel (eCCP)

application scalakility may impoct performance for Los Angeles county

call volumes
240 The scaling of CalSAWS Production Operations, including Batch
Operations, to provide 38 County support, without effectively taking

into account the multi-county and multi-vendor Cal3AWSE ecosystem

may impact business operations

2508 Imaging Scalability, Performance degradation, and Operational

Process risk may impaoct the go-live dates for upcoming Counties
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BenefitsCal Update

« Results from previous
Communication/Marketing Campaigns

« Access to Training Environment for CBOs
and Counties




BenefitsCal Marketing Campaigns
Targeted Marketing Campaigns Determined by Stakeholder Priorifies

o
BenefitsCal

You've got a message!

Have you checked your BenelitsCal messages latoly? You have at loast one
unread message.

N Six campaigns prioritized by multiple

] Lag in 1o Benefitalal
A Goto ges” to read your

i oo e stakeholder groups including

Instructions to reset it

i Counties, CWDA, CalSAWS

Make the mest of yeur BenefitsCal account!

B semsmin Consortium, CDSS, DHCS, and
Advocates
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BenefitsCal Marketing Campaigns — Fall 2022

Campaigns Used Calls to Action to Drive Usage

CAMPAIGN

CALL TO ACTION

AUDIENCE

Nudge customers with an incomplete
application to complete the application

Promote awareness of renewal features in
BenefitsCal.

Nudge customers who submitted a paper
application and included email address or
mobile phone number, to create a
BenefitsCal account.

Promote awareness of reporting features in
BenefitsCal.

Promote awareness of account features
(such as Report a Change, Document
Upload, Periodic Report/Renewals, Support
Requests, Messaging, and Appointments)
after a customer creates an account.

Nudge customers to log into their account
after they receive an alert (e.g., new
messages, action, report).

Complete an in-progress
BenefitsCal application

Complete renewal via
BenefitsCal

Create an account on

BenefitsCal

Create an account on
BenefitsCal (+potentially
complete a renewal)

Login to manage benefits
using BenefitsCal

View messages

Customers with an incomplete
applications

Customers with upcoming
renewal, with a BenefitsCal
account

Customers who submitted a
paper application

Customers with upcoming
renewal, without a BenefitsCal
account

Customers after they create an
account on BenefitsCal and not
a case linked

All users with an unread
message in their BenefitsCal
account
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9/8/2022

9/8/2022

9/7/2022

9/8/2022

9/7/2022

9/7/2022




BenefitsCal Marketing Campaign Qutcomes

Call to Action (CTAs)

Rate of Click Through

CTA Impacts

Complete in-progress BenefitsCal

application 5.64% 1,768 Applications Submitted
Complete renewal via BenefitsCal 10.68% 1,411 Renewals Submitted
Create an account on BenefitsCal 2.72% 2,083 Accounts Created
Create an account on BenefitsCal 2 31% 1,414 Accounts Created
(+potentially complete a renewal) e 930 Renewals Submitted
43,472 Logins
Login to manage benefits using 7 539 28,646 EBT Balance Views
BenefitsCal e 35,031 Message Center Views
23,778 Documents Uploaded
View messages 23.25% 530 Message Center Views
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BenefitsCal

Training Environment Readiness — CBO Users
Action ltem: Confirm whether CBOs that aren’t doing direct assistance through
BenefitsCal can sfill have access to the training environment

Support Model for the
Training Environment

4]
(2]
[
8 Access environment with an access code, shared via emailto v Extraction of active CBO Managers in
< active CBO Managers in Production ForgeRock is COMPLETE
@
3 Pre-approved CBO accounfs creafed for ease of accessand v Creation of Pre-approved CBO
shared via email accounts in ForgeRock is COMPLETE
I ) ) ) . v' Smoke testing to validate Features are
o Includes production features for CBO functionality (excluding tested End-to-End across
20 chat) systems COMPLETE
on
2

Data refresh follows existing training refresh schedule (i.e.,

quarterly) v Aligned with existing refresh schedule

Report technical issues through AskCalSAWS channel

_ . v" On Schedule
Pre-release updates will be shared through bi-monthly

trainings, Quick Reference Guides or YouTube

v May 2023 v Onschedule

Target
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Release and Policy Update/Communications
« Continuous Coverage Unwinding

« Texting Reports

« BenefitsCal - RO




CalSAWS Release and Policy Update

= Data Reporting

- DHCS Unwinding Eligibility Dashboard: To be posted

monthly by statewide and county-level data with the
following data:

+ Total Medi-Cal Enroliment
+ Applications

+ Redeterminations

+ Discontinuances

* The dashboard will be posted on the DHCS website on
the Medi-Cal Eligibility Stafistics page

« DHCS expects to release the first dashboard at the end of May
or beginning of June
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https://www.dhcs.ca.gov/dataandstats/Pages/Medi-Cal-Eligibility-Statistics.aspx

CalSAWS Release and Policy Update

= Qutreach Campaign Updates:

 DHCS has made enhancements to the

KeepMediCalCoverage.org. The layout has been redesigned
on the landing for Medi-Cal members to easily access the
information they need such as:

+ Update my Information

+ | got arenewal form

+ I'm no longer covered

+ | was renewed

« Beginning the week of May 1, 2023, DHCS began emailing
and ftexting all Medi-Cal members who have opted into
receiving emails and/or texts.

« GMMB is assisting with developing messaging and outreach
for the Non-MAGI population regarding the Asset Waiver
which does not require Medi-Cal members to turn in non-
iIncome producing assets during the renewal.
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CalSAWS Release and Policy Update

Continuous Coverage Unwinding — June Renewals

Wave 3b <> <> Wave 3c, 4a Wave 4b <>
- Apil May June

@April 3 May 12 June17 €
Initiate Ex-parte process Generate 1st reminder  Discontinuance
notice batch
([ J [ ] [ ] ([ J ()

Generate 29 reminder
Generate RE packets nofice

@April 12 @ May 27
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CalSAWS Release and Policy Update
Continuous Coverage Unwinding — July Renewals

<> Wave 3c, 4a Wave 4b <> <> Wave 4c, 5a
May June July

@ May 1 @ June 14 July 20 0

Initiate Ex-parte process Generate 1st reminder  Discontinuance
notice batch

Generate 29 reminder
Generate RE packets nofice

@May 11 @ June 27
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CalSAWS Release and Policy Update

= Communications - Distributed:
« CIT 0086-23: MC Reports
* Fact sheet: Medi-Cal Renewals — Key Dates
* Fact sheet: Medi-Cal Renewals — Disconfinuances
« CIT 0173-23: Text Messaging Customer Opt-in

= Communications — In Process:

* Fact sheet: Text messaging. This will include information
on texting campaigns and texting reports
+ Monthly ad-hoc - enhance to include opt-out counts
+ Text Notification Report — monthly, scheduled report

« Worker Facing Virtual Assistant (VA):

+ Collaboration with DHCS to identify the most frequently asked
questions (from the counties) to the VA
Chat
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CalSAWS Release and Policy Update
Continuous Coverage Unwinding — Text Messaging

o CA-259996: Opt-In data change for
existing customers — executed on May 7,
2023

- Opt-in pending and active primary
e’( applicants on Medi-Cal and CalWORKS.
),8 Since optinis at person-phone number level,

applicant will be opted in for other active
and pending programs as well

- For any phone number listed as type “Cell”,
“Main” or “Home”, a one-time data change
will be run to Opt-In the cell phone for texting
and set the text message status to “Verified”

- Only one phone number opted-in per person

- Add ajournal to each case where the data
change is executed

* Percentage of pending and active primary applicants who are opted-in text messaging.
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CalSAWS Release and Policy Update

= CalSAWS Texting Solution — upcoming changes

* An opt-in data change will also run for each county in
waves 4-6, approximately two weeks after cutover

« CA-256904: Opt-In online page changes for new
customers, new phone numbers
+ Updates to New Person Detail and Contact Detail pages
+ This change was targeted for end of May. However, timeline is
now TBD due to a dependency on CDSS guidance
« Additional texting campaigns have been requested and
are in analysis
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CalSAWS Release and Policy Update
CalSAWS Release Highlights

Wave 4a i E i iWove 3c Wave 4b i i E EWove 4c, 5a Wave 5b i >

O O O

- CFemergency - MBSAC and IIK - FC, KG, AAP
allotment run COLA CNI
(final)
@) 05/22/2023: ©)  07/26/2023:
05/30/2023: - Release 23.07
- Release 23.05
(deploy on 5/28)
—ROL
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CalSAWS Release and Policy Update

= Disaster CalFresh — Wave 1
 FEMA-4699-DR

+ Impacted Counties: Kern, Mariposa, Monterey, San Benito, Santa Cruz,
Tulare, and Tuolumne Counties

« Benefit period: February 21, 2023, through March 22, 2023
« Application Period:
+ Monday, April 17, 2023, to Friday, April 21, 2023
+ Monday, April 24, 2023, to Tuesday, April 25, 2023
= Disaster CalFresh - Wave 2
«  FEMA-4699-DR-001
« Impacted Counties: San Bernardino County
« Benefit period: February 21, 2023, through March 22, 2023
« Application Period:

+ Monday, May 1, 2023, to Friday, May 5, 2023
+ Monday, May 8, 2023, to Tuesday, May 9, 2023

m D|sos’rer CalFresh - Wave 3
FEMA-4699-DR-002
« Impacted Counties: Madera, Mendocino and Mono
« Benefit period: February 21, 2023, through March 22, 2023

« Application Period:
+ Monday, May 15, 2023, to Friday, May 19, 2023
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https://urldefense.com/v3/__https:/www.whitehouse.gov/briefing-room/statements-releases/2023/04/03/president-joseph-r-biden-jr-approves-california-disaster-declaration-4/for__;!!GYLAgPY1nfYXW-ZqwnM!MglEU0E8Rj9173j936xVk5A8i6YNZccqrO-NVyWSPa5VP4Ijvl2aCjs9Zm3rR8jUg_FACgV2rCsFZvR1PyXfWdyHwhu6rOfv$
https://urldefense.com/v3/__https:/www.fema.gov/disaster-federal-register-notice/4699-dr-ca-amendment-001__;!!GYLAgPY1nfYXW-ZqwnM!NW1MvVdxfvN1cNoKX_jEeSZNykZg0m98llNxfilDIlLuhhlkE8wSP7DYTaln1zC7akR0aePU4dE50m9M8wCMNsEqkKzZ2saTB-5O2JpR$
https://www.fema.gov/disaster-federal-register-notice/4699-dr-ca-amendment-002

CalSAWS Release of Information (ROI) Update

= Current Status: Based on input from the counties and
pending final policy, the ROI go-live date has been
poﬁponed
« Design and development had been occurring in

anficipation of full and complete final policy being
iIssued in advance of the deployment date

« Partial policy has been released and counties have
raised some concerns around the clarity and operability
of this policy

« Both CalSAWS and BenefitsCal will proceed with their
upcoming releases with ROl changes turned off

= Next Steps:

« A workgroup will be formed to look at the policy and
work through and clarifications and operational impacts
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CalSAWS Release of Information (ROI) Update

= County validation feam validated the CalSAWS and
BenefitsCal ROl changes

a Imperial, Los Angeles, Merced, Riverside, and San Bernardino
parficipated in County Validation

0 Validated 50 scenarios
0 Completed on 5/9/2023

= CalSAWS/BenefitsCal System teams tested and
passed a combined 1,000 test scenarios

= ROI Outreach:

0 All-County ROI functionality demonstration was held on May 4

0 Draft CalSAWS RO job aid was published via CIT 23-0110. The
final will be available on CalSAWS Online help on May 22nd

0 CalSAWS functional presentation (CFP) will be available in the
LMS on May 22nd
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Release and Policy Update

» Release of Information allows ( ~\
customers to release a specific set of = BanefitsCal 9@ = BenefitsCal O @
information for a defined time period tO | reesse of imfomation
Community Based Organizations to ‘e

Release of Information Details

better assist them i
> Designed and developed based on @ wems o
the draft ACL provided by the State iR~ g
®s

» County Validation, Advocate and
State Partner validation is complete

» Target production deployment date is ;.J
05/22/23 for pilot use by State-

Contracted CBOs
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Technical Operations Update
* Production Outage Calendar




CalSAWS Quality, Defect, Stability, Tickets Stats
April 2023 Production Highlights

9 o 10 1 ® 12 & 13 . 14 15 .
F15am-5:046am
Custormn CCP
unavailzkle
4 18pm-5:12pm OTP

were not t
16 (: @17 (2@ ¥ @1 (@2 {:@2n (E@2 i@
23 (@2 (@32 (@2 @ @2 @22 i@

30 5@
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Quarterly Quality Metrics and SLAs
Update




CalSAWS Quality, Defect, Stabllity, Tickets Stats

Release x CoR fed

> Range

15% Yellow
Range
G

0% ————————————————- S

. 4.3%

° 2.3%

k\"\“"% 1.6% 1.1% 1.3%
3.4% “"”’4“-..-‘C>\\*—-f\__.——gJ
0%

22.01 22.03-22.05 22.07 22.09 22.11 23.01

Amendment 29 went
into effect March 2022

Legend: ] Onshore + Offshore | Offshore

TYPICAL RANGES
GREEN: The amount of time being spent on rework is lower
than expected. This will enable the project to be completed
faster and more efficiently.

/RED: The amount of time being spent on rework is
higher than expected. This may impact the delivery
schedule.
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Cost of Rework (CoR ) is the ratio of effort
spent performing rework on deliverables
to the total effort to Date

(Actual Rework effort Hours/ Actuals To
Date Hours)*100

The combined onshore and offshore CoR
for CalSAWS code release deployment
remains low across releases indicating
high quality releases with the additional
offshore team

The CoR line graph may increase for the
releases if additional defects are found in
the future

New releases are added after the next
release Go-Live and an analysis can be
conducted on the previous release. For
example, 23.03 COR numbers will be
available after 23.05 goes live at the end
of May 2023




CalSAWS Quality, Defect, Stability, Tickets Stats
GDN Workload Balance

Onshore vs. Offshore (GDN) Hours Across All Teams

20,000 80,233
) 78,348
80,000 ‘ 73,896 75,664
68,054
70,000 - N ‘ 64,757 \ ' 66,214 63,351
73% 2 N ‘ N 59,007
60,000 /3% 71% 75% N -
76%
50,000 69% 73% ° 20% 1%
40,000 B e s ———-
29,161 29,05 29,829 29,228 Te—- - - S ——

30,000 ) ’ 25,510

) - [/ |/ DV - 24,805 20,522 22,068 23,846 23,775
20,000] 570, -y 29% 31% 559  / - r —
10,000 ° 27% 24% 26% 29% 26%

Apr-22 May-22 Jun-22 Jul-22 Aug-22 Sep-22 Oct-22 Nov-22 Dec-22 Jan-23 Feb-23 Mar-23 Apr-23

mmmmm Offshore Hours mmmmmm Onshore Hours ===« 40% Threshold

Per Amendment 29: “Use of GDN resources may approximate 40% of the available hours
required for Accenture to deliver its obligations under Exhibit X CalSAWS M&O Extension”
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CalSAWS Quality, Defect, Stabllity, Tickets Stats

The Production defect backlog bar-chart depicts the balance of open
(unresolved Production defects) and closed defects, week-over-week.
Defects are closed upon system test validation and release deployment to

Production
CalSAWS Production Defect Backlog
180
160 154 154 156 153 =
139
140 127 131 135 - 134
120 105
5 101 .
80 62
35
60 43 42 27 = 36 45 34
40 s 53 ® 25
% s -
B 31 25 18 26 30 28 30 19
2/13/2023 2/20/2023 2/27/2023 3/6/2023 3/13/2023 3/20/2023 3/27/2023 4/3/2023 4/10/2023 4/17/2023 4/24/2623 5/1/2023
Backlog =—e=Open = Closed

R23.03 Go-Live Wave 3 Go-Live
on 3/20/2023 on 4/24/2023

CalSAWS | Project Steering Committee Meeting




CalSAWS Quality, Defect, Stabllity, Tickets Stats
Produc’rion SLA Metrics

AR oo Tove | | o0 | L

Monthly Off Prime Business Hours Availability

Monthly Prime Business Hours Availability of CalSAWS Non-Production
Environments

Monthly Deficiency Notification Response Time

Monthly Helpdesk Diagnosis Time
Daily Peak Usage Hours Availability

00
00
00
(%)

Daily Prime Business Hours Availability
Daily Peak Usage Hours ED/BC Response Time

Daily Prime Business Hours ED/BC Response Time 9

Daily Peak Usage Hours Screen to Screen Navigation
Response Time

Daily Prime Business Hours Screen to Screen Navigation
Response Time

Daily Batch Production Jobs Completion
Daily Off Prime Business Hours ED/BC Response Time o

Daily Off Prime Business Hours Screen fo Screen Navigation Q
Response Time

Daily Unbounded Search Response Time

Daily Prime Business Hours Availability of CalSAWS Training 0 0
Environments

Daily Peak Usage Hours Standard Report Response Time

O 00 N o oA WN

— O

0000000

00
)

N O

Security Incident Notification
Security Incident Reporting

e¢]

~O

Security Incident Negligence

N
(@]

Disaster Recovery Response Time

» February misses on Daily Peak Availability, Daily Prime Availability were all due to the same event
*  March misses on Daily Peak Availability, Daily Prime Availability were all due to the same event

* April SLAs are preliminary pending the regularly monthly review meeting

Legend: SLA Met 0 SLA Not Met ° LD Applies - Performance reports are emailed to RMs and posted to the CalSAWS
- Web Portal for County PPOCs and County Help Desk Staff.
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CalSAWS Quality, Defect, Stability, Tickets Stats

Hyland Imaging Performance Metrics

APRIL 2023 PERFORMANCE STANDARDS

\/ Monthly Uptime Percentage

Target: 99.90%
Formula: 1 — (total downtime minutes / total monthly minutes) x 100

Monthly Uptime Service Level Credits

99.89-99.00% 10% of the Monthly SaaS Fees
Less than 99.00% 20% of the Monthly SaaS Fees
April Actual Uptime 100%

April Service Level Credit  $0.00 H y land
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CalSAWS Quality, Defect, Stability, Tickets Stats

Hyland Imaging Performance Metrics

APRIL 2023 PERFORMANCE STANDARDS

Monthly Page View Objective

Page View Percentage Target — 90%
The Datacenter will provide viewing access to a 70KB page

<= 2 seconds

Monthly Page View Service Level Credits

Less than 90% 3.5% of the Monthly SaaS Fees
April Actual Monthly Page View 99.16%

Percentage

April Service Level Credit $0.00
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CalSAWS Quality, Defect, Stability, Tickets Stats
Hyland Imaging Performance Metrics

APRIL 2023 PERFORMANCE STANDARDS

V Database Transaction Objective

Database Transaction Percentage Target — 90%
Database transactions will be complete in <= 1 Second

Database Transaction Target: 90% | Hylan d

Monthly Database Transaction Service Level Credits

Less than 90% 3.5% of the Monthly SaaS Fees
April Actual Database -

Transaction Percentage 2%

April Service Level Credit $0.00
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BenefitsCal Performance Metrics

SLA #1: Daily Online transactions — inquiry screens (bounded)*
Target: 98% with an average response fime < 2 seconds

Actual: Exceeded daily online transaction (bounded) response time at no less than 99.92%
since December 2021. Measured daily and reported on Monthly

Monthly View: December 2021 — April 2023

A e o vl L 3 L's 5 e = O &£ 8 N
. | - ; -6 ; o

Daily View: April 2023
April 2023
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94,50
G4 .00
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&
—

9
©

o

©
-
o
(V]
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)

' 2345467 8 21011121314151&41 718192021 22232425262/7/282930

Legend: Target Met Target Not Met Weekend
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BenefitsCal Performance Meftrics

SLA #2: Daily Online fransactions — inquiry screens (unbounded)
Target: 98% with an average response time <10 seconds*

Actual: Exceeded daily online transaction (unbounded) response time at no less than 98.62%
since December 2021. Measured daily and reported on Monthly

Monthly View: December 2021 — April 2023

q) LUOU
O 990
- 7
(@) 98,00
Cg) FER LY
Y4— 26.00
6 RLE
o 5.00
O 94,00
C v ok odk ol Ak J oAb oak Ak Ak odk dF d2 a9 A2 40
C O AT A XN SN s g AN q £ o A A
Ll SR S o E o = O - Moy
< Daily View: April 2023
— T R
N April 2023
100.00
99 .50
F )
28,50
FELO0
97 .50
Q7 .00
Q8. 50
26,00

a5 50
2500
24.50
94 00

2 32 £ 5 A& F 08B 2 1011 12 1214 15 14 17 18 19 20 21 22 23 24 25 2& 27 28 29 30

Legend: Target Met Target Not Met Weekend
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BenefitsCal Performance Meftrics

SLA #3: Daily BenefitsCal Hosted API fransactions
Target: 98% with an average response time <2 seconds

Actual: Exceeded daily API transaction response time at no less than 99.97% since
December 2021. Measured daily and reported on Monthly

Monthly View: December 2021 — April 2023

100.00

O 99 .00

§ 98.00

O 97.00

E 36.00

-

O 15.00
Y
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@ 94.00
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U ¥ rcentage
Daily View: April 2023 A
: April 2023
Legend: Target Met. Target Not Met Weekend
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Procurement Updates
 AWS Services Update
« BenefitsCal RFP




CalSAWS M&O Procurement

O O N O A WM —O0 OV N O b O —

NN DN DNDNDDN
o N WO N — O

26
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Release RFP

Business Proposal Due Date

Price Proposal Due Date

Evaluate Administrative Compliance and Firm Qualifications
Evaluate Business Proposals

Conduct M&E Oral Presentations and Key Staff Interviews

Conduct Infrastructure Oral Presentations and Key Staff Interviews

Evaluate Price Proposals

Conduct M&E Confidential Discussions

Conduct Infrastructure Confidential Discussions

Issue BAFO Instructions

Best and Final Offer (BAFO) Due Date

Evaluate BAFOs

Evaluate Consolidated Price Proposals

Notify Bidders and Prepare for Agreement Exception Discussions
Conduct Agreement Exception Discussions

Issue Price BAFO #2 Instructions

Price BAFO #2 Due Date

Evaluate Price BAFO #2

Conduct Final Evaluation Teams Meeting

Prepare, Review and Approve Vendor Selection Report
Issue Notice of Intent to Award

Prepare for and Conduct Contract Negotiations

State, Federal and JPA Contract Approvails
Contingency Period

Contract Start Date

July 6, 2022

January 4, 2023

January 18, 2023

January 5-31, 2023

February 1 - July 7, 2023

June 27 - 29, 2023

April 17 =21, 2023

April 26 — July 17, 2023

August 2 — 3, 2023

June 6 -8, 2023

August 10, 2023

August 29, 2023

August 30 - September 20, 2023
September 25 — October 4, 2023
October 10 - 17, 2023

October 18 — 30, 2023
November 6, 2023

November 20, 2023

November 21 — December 6, 2023
December 12, 2023

December 13, 2023 — February 7, 2024
February 8, 2024

February 9 — March 8, 2024
March 11 = June 28, 2024

July 1-31, 2024

August 1, 2024




BenefitsCal Reprocurement
Key Procurement Tasks

I Procurement Event Dates

Prepare RFP
2 Develop Requirements

3 Consortium, Stakeholder and State Review of
Requirements

4  Consortium, Stakeholder, State and Federal Reviews
and Approval of the RFP

5 Release RFP
6 Proposals Due

7/ Evaluate Compliance, Firm Qualifications, Business and
Price Proposals, and BAFOs

8 Vendor Selection Report Preparation and Approvals
? Publish Notice of Intent to Award and VSR

10 Contract Negotiations

11 State Contract Approval

12 Federal Contract Approval

13 Contingency Period

14 JPA BOD Approval

15 Contract Start

16 Transition-In Period
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January 4, 2023 — January 16, 2024
March 6 — June 5, 2023
June 6 — August 4, 2023

January 17 — May 28, 2024

May 29, 2024
July 30, 2024
July 31, 2024 — February 5, 2025

February 6 — March 18, 2025

March 19, 2025

March 24 — April 3, 2025

April 4 — May 8, 2025

May 9 — July 14, 2025

July 15 — August 18, 2025

August 22, 2025

September 2, 2025

September 2, 2025 — February 27, 2026

64



CalSAWS Procurement
Changing The Way We Buy AWS Services

= New AWS Contract through the Master Infergovernmental
Cooperative Purchasing Agreement with OMNIA Partners
(formerly National Cooperative Purchase Alliance)

« Submission for State review: May 31, 2023.
« State and Federal Review: June 1 — July 31, 2023.

« JPA Approval planned for August 18, 2023 for an effective
date of September 1, 2023.
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Update on Key QA Activities




Quality Assurance Team

CalSAWS Independent Test Results Functional/Test nghllgh’rs

# SCRs # SCRs # Scenarios Total Defects
Release Reviewed Tested Passed Found 23.05 CalSAWS/BenefitsCal In Progress

CalSAWS 23.05 282/283 23.05 Defect Fix Reviews In Progress
BenefitsCal 23.05 87/87

“““-

System Performance

Contact Center(CC) and Lobby
Management QA

County-wide System Impacts

Migration Highlights

Wave 4 County Data Validation (CDV)
80 4 9 10

Golden Gate Implementation Golden Gate Proof of Concept Reviews
POC Results Retrospectives Support Staff )
Reviewed To Be Deployed Retrospectives / Lessons Learned

CDV Testers
Supported

Implementation Staff Support
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Overview of the June 2023 JPA
Membership Meeting




JPA Member Representatives Meeting

= Requires quorum of the 5§8-County Directors (Member
Representatives)

= Annual election of:
« JPA Board Members
« PSC Members

= Migration Update
» Risk 289 Update
= BenefitsCal Update
= |DEA Update
= |[nnovation/Bots Update
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Update on Key State V&YV
AcCTivities




Independent Validation & Veritication (IV&YV)
Key Activities

CG lSAWS a nd *CalSAWS 23.05 Testing
BenefitsCal Releases -BenefitsCal Development and Tesfing

*Production defect resolution and enhancements

|mGg I ng * Migration of images and documents from CalWIN to CalSAWS for
Wave 4

BO .I.C h Pel’form ance *Batfch performance improvements and time savings

eTesting with 58 County caseload

w [ P [m

*Wave 3 Conversion, Wave 4 Mock Conversion
CC”W' N DOTO *Triage and Resolution of open Conversion Defects
CO nvers|o N * Mitigation actions for improving the conversion cutover window for

future CalWIN waves

CO lWl N *Wave 2 and 3: Post Implementation Support
| m plemen'l'c'hon *Wave 4 through 6 Implementation Readiness
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State Partners Updates
N ON

« CDSS

« DHCS




Regional Updates




Adjourn Meeting
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