CalSAWS

| Information Transmittal (CIT) 0173-23

X CalSAWS M&E [ ] CalWIN Migration

Distribution Date: May 5, 2023

To:

PPOC.48, Consorfium.RegionalManagers.All,
Committee.Medical_CMSP.All,
Committee.CalWORKs_CalFresh.All,
Committee.WelfaretoWork.All,
Committee.HelpDesk.All
Committee.lVR_ContactCenter.All

CIT Name:

Text Messaging Customer Opt In - FCC Ruling

From:

CalSAWS Project

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

XlGeneral [ ] Reports
X Policy [ ] Fiscal
Xcw [ ] Caseload Movement
XICF [ ] Management
XIMC [] Fiscal
[ JCMSP [ ] Security
[ JFC/KG/AAP [ ] Batch and Interfaces
XChild Care [ ]Imaging
XIwiw [] Migration
[_]Other Program(s) [ ] Conversion
[ ] BenefitsCal [ ] MyBCW [ ] Technical
[ ] Customer Correspondence [ ] Training
Other__IVR/Contact Center [ ] Help Desk

Description:

Purpose

The purpose of this CIT is to notify CalSAWS counties regarding upcoming system
changes due to recent FCC Consumer and Governmental Affairs ruling on January
23, 2023.

Background

In CalSAWS, a customer must opt-in and complete a verification process to start
receiving text messages. Opting info text messaging can be accomplished via a
worker (using CSF 170 form), BenefitsCal, or texting CALTEXT to 72422. Once opted
in, a customer can opt out by contacting their worker, BenefitsCal, or texting any
cancellation keywords (STOP, STOP ALL, END, QUIT, CANCEL, UNSUBSCRIBE) to
72422. The application will also opt out a customer upon receiving an
undeliverable delivery receipt from the phone carrier. A journal entry and
customer contact history record are created when text message status is updated.

What's Changing
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With the new FCC ruling, system changes are planned for CalSAWS to bypass the
opt-in and verification process since the customer providing their phone number is
considered prior express consent.

The text messaging updates in CalSAWS will be done in phases by the following
system change requests (SCRs).

SCR # Description
Turn On Texting Automated Actions for All 58 Counties

CA-259384 [ This change was deployed to production on 4/13/2023 and it
furned on texting automated actions for all 58 counties.

Opt-In and Update Text Message Status in CalSAWS

This change will:

1. Update the Text Message Opt-In indicator to *Yes' and
Status to “Verified’ for Cell, Main, and Home phones types
belonging to primary applicants of active and pending
programs. Based on current opt-in volume, a lot of Cell
phone numbers are categorized as Main or Home phone
type. By including Main and Home phone types, the intent is
to target a broader set of customers.

2. Primary applicants of CalWORKs and Medi-Cal programs
are included in this scope. Since opt inis at person level,
applicant will be opted in for other active and pending
programs as well.

NOTE:

CA-259996 1. There are on-going discussions with CDSS on opting in
additional populations (CF only households, CAPI, etc.)
in the future.

2. Any MC and CW household that also has CF, will receive
text messages related to CF.

3. Primary applicants with a Domestic Violence case flag/
confidentiality record will be excluded.

4, Only one phone number will be opted in using the hierarchy
of Cell, then Main, and lastly Home.

5. A transaction history record along with a journal entry will be
created for each record updated. Transaction History Detail
page captures who updated the contact detail record and
is different than Customer Contact History which captures all
inbound/outbound text messages with the customer.

This change is targeted for May 7th, 2023.

Update CalSAWS Text Messaging Functionality — Opt-In

CA-256904 | 1his change will:

1. Update the New Person Detail page to automatically opt-in
the new person’s phone number.
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2. Update the Contact Summary page to display Text
Messaging ‘Opt-in' information for each person in the case.

3. Update the Contact Detail page to automatically Opt-In
phone numbers.

4. Update the BenefitsCal API to set Opt-In indicator to ‘Yes’
and Status to ‘Verified' when a new cell phone number is
transferred from BenefitsCal.

5. Apply a data change to update certain phone number
types (e.g. Fax, Message, TDD), that are already opted-in to
text messaging, to be identified as cell phone numbers

6. Execute the data change associated with CA-259996 to opt
in newly pending and active primary applicants added to
the system between the implementation of CA-259996 and
CA-256904

Target release will be determined upon receiving State
clarification.

Opt-In and Update Text Message Status in CalSAWS for Wave 4
Counties

This change will opt primary applicants for Wave 4 counties

CA-260061 using CA-259996 criteria.

This change is targeted for 2 weeks post Wave 4 cutover

Opt-In and Update Text Message Status in CalSAWS for Wave 5
Counties

CA-260063 Th_is change will op’f pr?mory applicants for Wave 5 counties
using CA-259996 criteria.

This change is targeted for 2 weeks post Wave 5 cutover

Opt-In and Update Text Message Status in CalSAWS for Wave 6
Counties

CA-260064 Th?s change will op’! pr@mory applicants for Wave 6 counties
using CA-259996 criteria.

This change is targeted for 2 weeks post Wave 6 cutover

County Action
Please distribute this CIT to appropriate staff.

Reminder:

The Text Notification Report is a scheduled monthly report that provides summary
counts for the number of sent messages and undeliverable messages including the
text message reason. Follow these steps to access the report:

1. Place the cursor over Reports in the Global navigation bar.

2. Click Scheduled in the Local navigation bar.
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3. Click Administrative in the Task navigation bar to access the Report Search page.
4. Enter search criteria for the Text Notification Report and click the Search button.
5. Click the Title hyperlink for the appropriate report.

If you have questions on this CIT, please reach out to the Primary Contact listed
below and cc your Regional Manager(s).

Primary Project
Contact:

Logan Praft
PratiL@CalSAWS.org

Backup Project

Danielle Benoit

Contact: BenoitD@CalSAWS.org
Attachments: | None
web Portal | | I
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.
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