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1 OVERVIEW 
This SCR will update the admin changes that were made in CalWIN after the changes 
have been implemented in CalSAWS.  

1.1 Current Design 
GAGR admin rules are designed and implemented based on the existing 
changes in CalWIN as of May 2020. 

1.2 Requests 
Update the admin changes that were made in CalWIN after the changes have 
been implemented in CalSAWS. 

1.3 Overview of Recommendations 
update the admin changes that were made in CalWIN after the changes have 
been implemented in CalSAWS.  

1.4 Assumptions 
None. 
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2 RECOMMENDATIONS 

2.1 Update the Grant Amounts 

2.1.1 Overview 
 
Update the amounts in County Admin Table (COUNTY_PARAMTR_ADMIN) 
for the below counties effective Oct 2022. 

2.1.2 Description of Changes 
 
1. Update the amounts in County Admin Table 

(COUNTY_PARAMTR_ADMIN) for the below counties effective Oct 2022 
as per the amounts shown below for each county. 

 

Santa Cruz  
Num 

of 
Members 

GAGR 
Grant 

Amount 

GAGR 
Exempt 
Grant 

HS 
Need 

Personal 
Need 

Food 
Need 

 
Transport 

Need 

Health 
Facility 

Rate 

Board 
Care 
Rate 

Room 
and 

Board 

Utility 
Amount 

1 779 0 287 357 135 0 847 695 0 0 

2 1000 0 392 348 260 0 847 695 0 0 

3 1264 0 423 445 396 0 847 695 0 0 

4 1519 0 503 561 455 0 847 695 0 0 

5 1780 0 578 689 513 0 847 695 0 0 

6 1673 0 496 690 487 0 590 758 0 0 

            
San Diego 

Num 
of 

Members 

GAGR 
Grant 

Amount 

GAGR 
Exempt 
Grant 

HS 
Need 

Personal 
Need 

Food 
Need 

 
Transport 

Need 

Health 
Facility 

Rate 

Board 
Care 
Rate 

Room 
and 

Board 

Utility 
Amount 

1 523 0 285 128 22 0 40 0 48 0 

2 717 0 391 185 33 0 40 0 68 0 
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San Francisco 

Num 
of 

Members 

GAGR 
Grant 

Amount 

GAGR 
Exempt 
Grant 

HS 
Need 

Personal 
Need 

Food 
Need 

 
Transport 

Need 

Health 
Facility 

Rate 

Board 
Care 
Rate 

Room 
and 

Board 

Utility 
Amount 

1 556 687 0 0 0 0 0 0 0 0 

2 997 1127 0 0 0 0 0 0 0 0 

           
San Mateo 

Num 
of 

Members 

GAGR 
Grant 

Amount 

GAGR 
Exempt 
Grant 

HS 
Need 

Personal 
Need 

Food 
Need 

 
Transport 

Need 

Health 
Facility 

Rate 

Board 
Care 
Rate 

Room 
and 

Board 

Utility 
Amount 

1 707 707 0 0 0 0 707 707 425 0 

2 1414 1414 0 0 0 0 1414 1414 850 0 

 
 
2. Update the Total Resource Limit (CT10664_4M), Personal Resource Limit 

(CT10664_X6) and Real Property Limit (CT10664_5B) in County Admin 
Table (COUNTY_PARAMTR_ADMIN) for San Mateo County effective 
from Oct 2022 to $1,414. 
 

3. Deactivate the below admin rules in county admin table 
(Rules_Admin) effective from 12/2022 for San Mateo County. 

• Fail Alternately sentenced individual. (CT10630_GJ) 
• Determine if Alternately Sentenced individual is applicable. 

(CT10630_GS) 
• Fail individual who has not stayed the minimum residency 

period. (CT10630_GV) 
• Fail the individual who is not a resident in the current county. 

(CT10630_GY) 
 

4. Update county admin table (COUNTY_PARAMTR_ADMIN) and mark 
the UIB Income to be 'Unearned' from 'Exempt' for Santa Cruz County. 
Inline update the value and no effective dating is required.  
(Technical Note: For this, update Value (Val) to 'UN' in 
COUNTY_PARAMTR_ADMIN table for County_code = '42', type_code = 
'BP', and Item_code = 'FZ'.) 
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1 OVERVIEW 
ACL 21-24 requires counties to implement interview scheduling methods and provides a 
list of options.  One of these options is flexible appointments.   
This SCR outlines the necessary requirements to enable automated flexible 
Redetermination (RE) appointment scheduling through batch for CalWORKs (CW) and 
CalFresh (CF) programs for all Migration Counties. 

1.1 Current Design 
Currently when the customer reporting status is updated to Incomplete status, 
there are incomplete reason that the user will need to select. Two of those options 
that the user can select are ‘Dated Before Last Day of SAR Report Month’ and 
‘Dated Before Last Day of Report Month’.  
 
Currently, there is an RE Appointment scheduling batch job (PBXXC907) for regular 
telephone interviews only.  
 
Currently, there is an Outbound IVR campaign for Appointment Reminder and 
Missing Document for non-LA counties only. The Missing Document campaign 
checks for missing SAR7s only – there is no equivalent campaign for RE packets. 
The results of these IVR calls are processed by an Inbound IVR Call Results Reader 
(PI00M300), where a call log and journal entry are generated. 

1.2 Requests 
1. Remove the 'Dated Before Last Day of Report Month' and 'Dated Before Last 

Date of SAR Report Month' option from the PR - Incomplete Reasons block on 
the Customer Reporting Detail page and Customer Reporting Detail - Override 
page.  

2. Create a new batch job to schedule flexible CW/CF RE appointments for 
Migration Counties. 

3. Regression test the existing packet generation jobs in order to confirm that 
appointment times are populated as expected. 

4. Update the verbiage for journals and call logs generated for IVR phone 
messages sent to customers about missing SAR7s. 

1.3 Overview of Recommendations 
1. Update the Customer Reporting Detail and Customer Reporting Detail – 

Override page to no longer display the ‘Dated Before Last Day of SAR Report 
Month’ and ‘Dated Before Last Day of Report Month’ from the PR- Incomplete 
Reasons block when the report status is set to Incomplete.  

2. Create a new batch job to schedule flexible CW/CF RE appointments for 
Migration Counties. 

3. Regression test the existing packet generation jobs in order to confirm that 
appointment times are populated as expected. 
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4. Update the verbiage for journals and call logs generated for IVR phone 
messages sent to customers about missing SAR7s. 

1.4 Assumptions 
1. All existing functionalities will remain unchanged unless called out as part of 

this SCR.  
2. The existing regular appointment batch job and the new flexible appointment 

batch job referenced throughout this SCR pertains to all counties except LA. 
‘Migration counties’ refers to all counties except LA. 

3. Counties cannot be opted into both the existing regular appointment batch 
job and the new flexible appointment batch job. 

4. The new flexible appointment batch job will only be scheduled to run for 
counties that have opted in. The logic will evaluate the Position Detail page for 
the worker assigned to the CW and/or CF program and evaluate that worker’s 
availability. If the worker has availability set up on their Worker Schedule and a 
Daily Threshold set up for on the Position Detail page, the batch job will 
attempt to schedule the RE appointments.  

5. Manage Personnel set up will include setting the Daily Threshold for each 
worker’s position on the Position Detail page for “General Appointment” with 
“Telephone Interview Recertification type”. The new flexible appointment 
batch job will not schedule appointments for counties that do not set up the 
Daily Threshold on the Position Detail page for their workers.   

6. If a County opts into the batch job but fails to set up the Daily Threshold and/or 
Worker Schedule availability, any appointments that have yet to be scheduled 
manually at the time the appointment batch runs will appear on the 
‘Redetermination - Final Exception Report’ report. Skipped cases are available 
in the report for viewing starting the 6th business day of the month. 

7. The new flexible appointment batch job will not trigger any forms.  When the 
batch job creates the RE appointment, all appointment details will be included 
in the Appointment letter, which is included in the RE packet.  CA-207399 
migrated the CF RE Packet (PB00R543), CW RE Packet (PB00R544) and CW/CF 
RE Packet (PB00R547) into CalSAWS for the 57 Migration Counties.  The RE 
Packets are generated on the 15th of each month.   

8. The new flexible appointment batch job will only schedule appointments of 
Category ‘General Appointment’ and Type ‘Telephone Interview 
Recertification.’ All other appointment types, including face-to-face 
appointments, must be scheduled manually. Additionally, appointments will 
not be scheduled on weekends or holidays by the batch job and must be 
scheduled manually. 

9. Changes to the GEN 102 Appointment Letter and the LA RE Appointment 
Scheduling batch jobs are handled by SCR CA-246603. 

10. The flexible appointment is introduced by SCR CA-246603, which will also 
define various requirements and limitations. These will not be changed in this 
SCR. This includes and is not limited to the following: new fields and their valid 
values, expected values of new fields for flexible appointments and regular 
appointments, and how flexible appointments and regular appointments can 
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overlap with each other. These will be called out in this design where 
applicable. 

11. Text message details and history are available for viewing on the Contact 
Customer History page. There will be no changes or additions to this 
functionality. 

12. LA does not currently use the outbound IVR process, so LA call results are not 
sent back or processed by CalSAWS. If journal entry or call log templates need 
to be updated for LA, that will take place in a future SCR.   
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2 RECOMMENDATIONS 

2.1 Customer Reporting Detail 

2.1.1 Overview 
The Customer Reporting Detail page allows user to process 
participant/beneficiary reports such as the SAR 7. This SCR will update the 
Customer Reporting Detail page to no longer display the ‘Dated Before 
Last Day of SAR Report Month’ and ‘Dated Before Last Day of Report 
Month’ from the PR- Incomplete Reasons block when the report status is 
set to Incomplete. This change is required to comply with the changes 
amended under AB 79 (ACL 21-24) which eliminated the requirement for 
the SAR 7 to be signed no earlier than the first day of the submit month of 
the SAR period for the SAR 7 to be considered completed.  

2.1.2 Customer Reporting Detail Mockup 

Figure 2.1.1 – Customer Reporting Detail  
 

2.1.3 Description of Changes 
1. Update the Customer Reporting Detail page to no longer display the 

following options on the PR – Incomplete Reasons block 
a. “Dated Before Last Day of Report Month” 
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i. Option will no longer display when the Status drop down 
is set to Incomplete, and Program is equal to CW or CF. 

ii. For existing records that already have the option 
selected, it will continue to display in both view and edit 
mode.  

1. Users will be able to unselect the option when in 
Edit mode.  

2. Option will no longer display once the user 
unselect the option and save the record.  

3. Continue to display the validation message 
“Status – Unable to change the Status. There is 
selected Incomplete Reason.” when the Status is 
being change from Incomplete to different one 
but there is still an Incomplete Reason being 
selected. (This is an existing validation message).  

b. Dated Before Last Date of SAR Report Month 
i. Option will no longer display when the Status drop down 

is set to Incomplete, and Program is equal to CW or CF. 
ii. For existing records that already have the option 

selected, it will continue to display in both view and edit 
mode.  

1. Users will be able to unselect the option when in 
Edit mode.  

2. Option will no longer display once the user 
unselect the option and save the record.  

3. Continue to display the validation message 
“Status – Unable to change the Status. There is 
selected Incomplete Reason.” when the Status is 
being change from Incomplete to different one 
but there is still an Incomplete Reason being 
selected. (This is an existing validation message).  

2.1.4 Page Location 
• Global: Eligibility  
• Local: Reporting 
• Task: Customer reporting.  

2.1.5 Security Updates 
N/A 

2.1.6 Page Mapping 
N/A 
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2.1.7 Page Usage/Data Volume Impacts 
N/A 

2.2 Customer Reporting Detail - Override 

2.2.1 Overview 
The Customer Reporting Detail – Override page allows user with the 
proper security right to override the status of a reporting to allow users to 
process participant/beneficiary reports accordingly. This SCR will update 
the Customer Reporting Detail – Override page to no longer display the 
‘Dated Before Last Day of SAR Report Month’ and ‘Dated Before Last Day 
of Report Month’ from the PR- Incomplete Reasons block when the report 
status is set to Incomplete. This change is required to comply with the 
changes amended under AB 79 (ACL 21-24) which eliminated the 
requirement for the SAR 7 to be signed no earlier than the first day of the 
submit month of the SAR period for the SAR 7 to be considered 
completed.  

2.2.2 Customer Reporting Detail - Override Mockup 

Figure 2.1.1 – Customer Reporting Detail  

2.2.3 Description of Changes 
1. Update the Customer Reporting Detail - Override page to no longer 

display the following options on the PR – Incomplete Reasons block 
a. “Dated Before Last Day of Report Month” 
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i. Option will no longer display when the Status drop down 
is set to Incomplete, and Program is equal to CW or CF. 

ii. For existing records that already have the option 
selected, it will continue to display. 

1. Users will be able to unselect the option. 
2. Option will no longer display once the user 

unselect the option and save the record.  
3. Continue to display the validation message 

“Status – Unable to change the Status. There is 
selected Incomplete Reason.” when the Status is 
being change from Incomplete to different one 
but there is still an Incomplete Reason being 
selected. (This is an existing validation message).  

b. Dated Before Last Date of SAR Report Month 
i. Option will no longer display when the Status drop down 

is set to Incomplete, and Program is equal to CW or CF. 
ii. For existing records that already have the option 

selected, it will continue to display. 
1. Users will be able to unselect the option. 
2. Option will no longer display once the user 

unselect the option and save the record.  
3. Continue to display the validation message 

“Status – Unable to change the Status. There is 
selected Incomplete Reason.” when the Status is 
being change from Incomplete to different one 
but there is still an Incomplete Reason being 
selected. (This is an existing validation message).  

2.2.4 Page Location 
• Global: Eligibility  
• Local: Reporting 
• Task: Customer reporting.  

2.2.5 Security Updates 
N/A 

2.2.6 Page Mapping 
N/A 

2.2.7 Page Usage/Data Volume Impacts 
N/A 
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2.3 New Batch Job for Flexible CW/CF RE Appointments for Migration Counties 

2.3.1 Overview 
This section outlines the necessary modifications to create a new batch 
job that schedules flexible CW/CF RE appointments for Migration Counties 
for the upcoming RE Due Month. 

2.3.2 Description of Change 
1. Create a batch job for Migration Counties to schedule an RE 

appointment for Active CalWORKs (CW) only, CalFresh (CF) only, and 
CalWORKs/CalFresh (CW/CF) combination cases (including 
Transitional CalFresh) with their assigned worker for which the RE due 
Date falls in the upcoming month. Exclude CF-only ESAP households 
from automatically scheduling an RE appointment. An ESAP household 
is identified as the following: 

a. Active CalFresh program 
b. Meets ESAP Criteria is ‘Yes’ 

2. The batch job should not attempt to schedule an appointment if one 
already exists with one of the following appointment types for all 
Migration Counties. If an appointment exists, then skip the case. 

a. ‘Re-Evaluation CW/CF Interview’ 
b. ‘RE Interview’ 
c. ‘Telephone CW/CF RE Interview’ 
d. ‘General Appointment - Telephone Interview Recertification’ 

3. If there is a phone number with Type of Main, Home, or Cell available 
for the CW/CF program Payee and the value is not blank, empty, null, 
or (999) 999-9999, then the customer is determined to have a valid 
phone number.  

4. If there is not a valid phone number for the customer and the County 
has enabled the Automated Action for ‘CalWORKs/CalFresh: RE 
Appointment Not Scheduled’, then create a task for the worker and 
do not create an appointment. 

5. If there is a valid phone number for the customer, then determine the 
worker’s Daily Threshold amount for appointments. The batch job will 
only consider the Daily Threshold amount entered for “General 
Appointment” with sub-type “Telephone Interview Recertification”. The 
number of RE appointments will be scheduled based on the Daily 
Threshold amount entered in the worker’s Position Detail record. If the 
Daily Threshold entered is “0” or blank, then the batch job will not 
schedule any appointments for the worker and will not generate a 
task. 

6. Determine available dates and time slots based on the worker’s 
schedule indicated as ‘Available for Appointments’.  The worker’s 
blocked times will be bypassed when scheduling RE appointments 
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(i.e., lunch time, break time, vacation, etc.). Additionally, the batch 
job will not schedule appointments on weekends or holidays. 

7. If the batch job cannot find an available date/time slot for an 
appointment and the County has enabled the Automated Action for 
‘CalWORKs/CalFresh: RE Appointment Not Scheduled’, then create a 
task for the worker. 

8. The batch job should attempt to create an appointment with the 
following details: 

a. Category: “General Appointment” 
b. Sub-Type: Telephone Interview Recertification 
c. Begin Date: Appointment dates will be scheduled for the 

following period in the RE due month: the first business day of 
the RE due month until the day that is 2 business days prior to 
the 10-day cutoff date of the RE due month.  

i. Example: If RE Due Month is in December, appointment 
dates will be scheduled from Dec 1st through Dec 20th. 

d. Begin Time: Available appointment time based on worker’s 
schedule. 

e. Initiate Call (new field): See Table 2 below for details per county. 
i. “Worker”: Indicates that worker will call customer. 
ii. “Customer”: Indicates that customer will call worker.  
iii. This field will be introduced as part of SCR CA-246603. 

f. Phone number (new field): The main phone number of the 
Assigned Worker. Please refer to SCR CA-246603. 

g. Flexible Block Appointment (new field): This field should be 
checked. Please refer to SCR CA-246603. 

h. Duration: See Table 1 and Table 2 below for details per county 
per program type. Please refer to SCR CA-246603. 

i. Flexible End Time: See Table 1 and Table 2 below for details per 
county per program type. Please refer to SCR CA-246603. 

i. The appointment will last from Begin Time until Begin Time 
plus the defined Flexible End Time. For example, if the 
appointment begins at 8am and the Flexible End Time is 
2 hours, then the appointment will end at 10am. 

9. Book appointments only if the entire Duration or Flexible End Time 
block is available, whichever is longer. 

a. In Figure 1 below, the Duration is set to 15 minutes and the 
Flexible End Time is set to 2 hours after Begin Time. “Appt 1” has 
a Begin Time of 8am and a Flexible End Time of 10am. In other 
words, “Appt 1” will start sometime between 8am and 10am, 
and it will take 15 minutes to complete. 

i. Since overlapping appointments has been set to 0, 
“Appt 2” is scheduled for the next 2-hour block, from 
10am to 12pm. Overlapping appointments set to 1 results 
in the same. 

Figure 1: Example of Booked Flexible Appointments with Longer Flexible End Time 



14 

 
b. In Figure 2 below, the Duration is set to 2 hours and the Flexible 

End Time is set to 30 minutes after Begin Time. “Appt 1” has a 
Begin Time of 8am and a Flexible End Time of 8:30am, but the 
schedule is blocked until 10am. In other words, “Appt 1” will start 
sometime between 8am and 8:30am and will take 2 hours to 
complete.   

i. Since overlapping appointments has been set to 0, 
“Appt 2” is scheduled for the next available 2-hour block, 
from 10am to 12pm. Overlapping appointments set to 1 
results in the same. 

ii. A hypothetical “Appt 3” cannot be scheduled before 
the unavailable lunch block starts at 12:30pm. “Appt 3” 
would be blocked from 12pm to 2pm, which overlaps 
with the unavailable lunch block.   

Figure 2: Example of Booked Flexible Appointments with Longer Duration 
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10. Appointments will be scheduled on the earliest available date and 
time slot indicated on the worker’s schedule. Schedule the number of 
overlapping appointments for a worker based on the information 
entered on the Position Detail page. If there is no overlapping 
appointment information entered, then the batch job will not schedule 
overlapping appointments for the worker. When scheduling 
overlapping appointments, the batch job will schedule appointments 
in the earliest available time slot(s) until the maximum number of 
overlapping appointments is reached and will continue throughout 
the worker’s available time slot(s) until the worker’s Daily Threshold is 
reached. The number of overlapping appointments cannot exceed 
the Daily Threshold amount.   

a. See Figure 3 below. “Appt 1”, “Appt 2”, and “Appt 3” can be 
scheduled in overlapping blocks, but “Appt 4” cannot since the 
number of overlapping appointments cannot exceed 3. “Appt 
5” can be scheduled for the same 2-hour block as “Appt 4”, but 
a hypothetical “Appt 6” cannot be scheduled on the same day 
since the Daily Threshold is 5. 

b. In Figure 3, overlapping appointments is set to 3. “Appt 1”, 
“Appt 2”, and “Appt 3” are the three overlapping 
appointments that count toward the limit. 

Figure 3: Effect of Daily Threshold and Overlapping Appointments 

 
11. Flexible appointments can overlap other flexible appointments. 

Flexible appointments cannot overlap existing regular appointments. 
Regular appointments can overlap existing flexible appointments.  

a. In Figure 4 below, “Appt 3” is a manually scheduled flexible 
appointment. “Appt 4” is a flexible appointment scheduled by 
the batch job, which can overlap with “Appt 3”. 
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Figure 4: Flexible Appointments Can Overlap Existing Flexible Appointments 

 
b. In Figure 5 below, “Appt 3” is a manually scheduled regular 

appointment. “Appt 4” is a flexible appointment scheduled by 
the batch job, which cannot overlap with “Appt 3”. 

Figure 5: Flexible Appointments Cannot Overlap Existing Regular Appointments 

 
12. Create a Journal entry for the case with appointment details when the 

appointment is created.  Use the existing template for ‘RE 
Appointment Scheduled’ in category 363. 
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a. Appointment Type: Telephone RE Flexible 
b. Appointment Date: MM/DD/YYYY 
c. Program Type: CW, CF, CW/CF or TCF 
d. RE Description: ‘Recertification’ for CF only or TCF and 

‘Redetermination’ for all other program types 
 
Journal Entry Description 

Journal Category All 

Journal Type CT363_83 - RE Appointment Scheduled 

Short Description {Appointment Type} Appointment Scheduled. 

Long Description {Appointment Type} appointment was scheduled for 
{Appointment Date} for {Program Type} {RE 
Description} 

Trigger Condition When CW, CF, CW/CF, TCF RE Appointment is 
scheduled for case 

 
13. The batch job should send an appointment email to workers for 

successfully created appointments. The batch job should only send an 
appointment email for counties that opted into the functionality as 
part of DDID 1526 (SCR CA-207303). Email details should match 
PBXXC907. 

14. If the batch job attempts to but cannot schedule an appointment for 
any reason, the case should be included in the ‘Redetermination - 
Final Exception Report’.  

15. Create BPCR(s) to run the Flexible CW/CF RE Appointment Scheduling 
for Migration Counties. Flexible End Time is defaulted to 15 minutes 
after Begin Time and Duration is defaulted to 60 minutes. Initiate Call is 
defaulted to Customer Calls. Additional changes to the appointment 
duration must follow the CalSAWS Enhancement Request (CER) 
process.  

 
Table 1: Appointment Details Per County (Category, Type, Initiate Call, CW only) 
County Appointment 

Category (all 
programs) 

Appointment 
Type (all 

programs) 

Initiate 
Call (all 

programs) 

Flexible 
End Time 
(CW only, 
minutes 

after 
Begin 
Time) 

Duration 
(CW only) 

Alameda General 
Appointment 

Telephone 
Interview 

Recertification 

Customer 15 60 
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Alpine General 
Appointment 

Telephone 
Interview 

Recertification 

Customer 15 60 

Amador General 
Appointment 

Telephone 
Interview 

Recertification 

Customer 15 60 

Butte General 
Appointment 

Telephone 
Interview 

Recertification 

Customer 15 60 

Calaveras General 
Appointment 

Telephone 
Interview 

Recertification 

Customer 15 60 

Colusa General 
Appointment 

Telephone 
Interview 

Recertification 

Customer 15 60 

Contra Costa General 
Appointment 

Telephone 
Interview 

Recertification 

Customer 15 60 

Del Norte General 
Appointment 

Telephone 
Interview 

Recertification 

Customer 15 60 

El Dorado General 
Appointment 

Telephone 
Interview 

Recertification 

Customer 15 60 

Fresno General 
Appointment 

Telephone 
Interview 

Recertification 

Customer 15 60 

Glenn General 
Appointment 

Telephone 
Interview 

Recertification 

Customer 15 60 

Humboldt General 
Appointment 

Telephone 
Interview 

Recertification 

Customer 15 60 

Imperial General 
Appointment 

Telephone 
Interview 

Recertification 

Customer 15 60 

Inyo General 
Appointment 

Telephone 
Interview 

Recertification 

Customer 15 60 

Kern General 
Appointment 

Telephone 
Interview 

Recertification 

Worker 120 60 

Kings General 
Appointment 

Telephone 
Interview 

Recertification 

Customer 15 60 



19 

Lake General 
Appointment 

Telephone 
Interview 

Recertification 

Customer 15 60 

Lassen General 
Appointment 

Telephone 
Interview 

Recertification 

Customer 15 60 

Madera General 
Appointment 

Telephone 
Interview 

Recertification 

Customer 15 60 

Marin General 
Appointment 

Telephone 
Interview 

Recertification 

Customer 15 60 

Mariposa  General 
Appointment 

Telephone 
Interview 

Recertification 

Customer 15 60 

Mendocino General 
Appointment 

Telephone 
Interview 

Recertification 

Customer 15 60 

Merced General 
Appointment 

Telephone 
Interview 

Recertification 

Customer 15 60 

Modoc General 
Appointment 

Telephone 
Interview 

Recertification 

Customer 15 60 

Mono General 
Appointment 

Telephone 
Interview 

Recertification 

Customer 15 60 

Monterey General 
Appointment 

Telephone 
Interview 

Recertification 

Customer 15 60 

Napa General 
Appointment 

Telephone 
Interview 

Recertification 

Customer 15 60 

Nevada General 
Appointment 

Telephone 
Interview 

Recertification 

Worker 120 240 

Orange General 
Appointment 

Telephone 
Interview 

Recertification 

Customer 15 60 

Placer General 
Appointment 

Telephone 
Interview 

Recertification 

Customer 15 60 

Plumas General 
Appointment 

Telephone 
Interview 

Recertification 

Customer 15 60 
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Riverside General 
Appointment 

Telephone 
Interview 

Recertification 

Customer 15 60 

Sacramento General 
Appointment 

Telephone 
Interview 

Recertification 

Customer 15 60 

San Benito General 
Appointment 

Telephone 
Interview 

Recertification 

Customer 15 60 

San 
Bernardino 

General 
Appointment 

Telephone 
Interview 

Recertification 

Customer 15 60 

San Diego General 
Appointment 

Telephone 
Interview 

Recertification 

Customer 15 60 

San 
Francisco 

General 
Appointment 

Telephone 
Interview 

Recertification 

Customer 15 60 

San Joaquin General 
Appointment 

Telephone 
Interview 

Recertification 

Customer 15 60 

San Luis 
Obispo 

General 
Appointment 

Telephone 
Interview 

Recertification 

Customer 15 60 

San Mateo General 
Appointment 

Telephone 
Interview 

Recertification 

Customer 15 60 

Santa 
Barbara 

General 
Appointment 

Telephone 
Interview 

Recertification 

Customer 15 60 

Santa Clara General 
Appointment 

Telephone 
Interview 

Recertification 

Customer 15 60 

Santa Cruz General 
Appointment 

Telephone 
Interview 

Recertification 

Customer 15 60 

Shasta General 
Appointment 

Telephone 
Interview 

Recertification 

Customer 15 60 

Sierra General 
Appointment 

Telephone 
Interview 

Recertification 

Customer 15 60 

Siskiyou General 
Appointment 

Telephone 
Interview 

Recertification 

Customer 15 60 
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Solano General 
Appointment 

Telephone 
Interview 

Recertification 

Customer 15 60 

Sonoma General 
Appointment 

Telephone 
Interview 

Recertification 

Customer 15 60 

Stanislaus General 
Appointment 

Telephone 
Interview 

Recertification 

Worker 120 60 

Sutter General 
Appointment 

Telephone 
Interview 

Recertification 

Customer 15 60 

Tehama General 
Appointment 

Telephone 
Interview 

Recertification 

Customer 15 60 

Trinity General 
Appointment 

Telephone 
Interview 

Recertification 

Customer 15 60 

Tulare General 
Appointment 

Telephone 
Interview 

Recertification 

Customer 15 60 

Tuolumne General 
Appointment 

Telephone 
Interview 

Recertification 

Customer 15 60 

Ventura General 
Appointment 

Telephone 
Interview 

Recertification 

Customer 15 60 

Yolo  General 
Appointment 

Telephone 
Interview 

Recertification 

Customer 15 60 

Yuba General 
Appointment 

Telephone 
Interview 

Recertification 

Customer 15 60 

 
Table 2: Appointment Details Per County (CF only/TCF, CW/CF combo) 

County Flexible End 
Time (CF only, 
TCF, minutes 
after Begin 

Time) 

Duration 
(CF only, 

TCF) 

Flexible End 
Time (CW/CF 

combo, 
minutes after 
Begin Time) 

Duration 
(CW/CF 
combo) 

Alameda 15 60 15 60 

Alpine 15 60 15 60 
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Amador 15 60 15 60 

Butte 15 60 15 60 

Calaveras 15 60 15 60 

Colusa 15 60 15 60 

Contra Costa 15 60 15 60 

Del Norte 15 60 15 60 

El Dorado 15 60 15 60 

Fresno 15 60 15 60 

Glenn 15 60 15 60 

Humboldt 15 60 15 60 

Imperial 15 60 15 60 

Inyo 15 60 15 60 

Kern 120 30 120 60 

Kings 15 60 15 60 

Lake 15 60 15 60 



23 

Lassen 15 60 15 60 

Madera 15 60 15 60 

Marin 15 60 15 60 

Mariposa  15 60 15 60 

Mendocino 15 60 15 60 

Merced 15 60 15 60 

Modoc 15 60 15 60 

Mono 15 60 15 60 

Monterey 15 60 15 60 

Napa 15 60 15 60 

Nevada 60 240 120 240 

Orange 15 60 15 60 

Placer 15 60 15 60 

Plumas 15 60 15 60 

Riverside 15 60 15 60 
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Sacramento 15 60 15 60 

San Benito 15 60 15 60 

San 
Bernardino 

15 60 15 60 

San Diego 15 60 15 60 

San Francisco 15 60 15 60 

San Joaquin 15 60 15 60 

San Luis 
Obispo 

15 60 15 60 

San Mateo 15 60 15 60 

Santa 
Barbara 

15 60 15 60 

Santa Clara 15 60 15 60 

Santa Cruz 15 60 15 60 

Shasta 15 60 15 60 

Sierra 15 60 15 60 

Siskiyou 15 60 15 60 

Solano 15 60 15 60 
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Sonoma 15 60 15 60 

Stanislaus 60 60 120 60 

Sutter 15 60 15 60 

Tehama 15 60 15 60 

Trinity 15 60 15 60 

Tulare 15 60 15 60 

Tuolumne 15 60 15 60 

Ventura 15 60 15 60 

Yolo  15 60 15 60 

Yuba 15 60 15 60 

 
16. Create BSCRs to schedule Migration Counties for either the new 

Flexible CW/CF RE Appointment Scheduling batch job or the CW/CF 
RE Appointment Scheduling for Migration Counties batch job 
(PBXXC907). Counties cannot opt into both jobs but may choose to 
opt out of both jobs. Counties that do not respond will be 
automatically opted out of the new Flexible CW/CF RE Appointment 
Scheduling batch job and the opt-in/opt-out response will remain 
unchanged for PBXXC907. Additional changes must follow the 
CalSAWS Enhancement Request (CER) process. 

 
Table 3: Opt-In/Opt-Out Decisions 

County Opt into New Batch Job Opt into PBXXC907 
Alameda Opt-Out No Change 

Alpine Opt-Out No Change 
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Amador Opt-Out Opt-Out 
Butte Opt-Out Opt-Out 

Calaveras Opt-Out No Change 
Colusa Opt-Out Opt-Out 

Contra Costa Opt-Out No Change 
Del Norte Opt-Out Opt-Out 
El Dorado Opt-Out No Change 

Fresno Opt-Out No Change 
Glenn Opt-Out Opt-Out 

Humboldt Opt-Out Opt-In 
Imperial Opt-Out Opt-Out 

Inyo Opt-Out No Change 
Kern Opt-In Opt-Out 
Kings Opt-Out No Change 
Lake Opt-Out Opt-Out 

Lassen Opt-Out Opt-Out 
Madera Opt-Out Opt-Out 

Marin Opt-Out Opt-Out 
Mariposa  Opt-Out No Change 

Mendocino Opt-Out Opt-Out 
Merced Opt-Out No Change 
Modoc Opt-Out Opt-Out 
Mono Opt-Out No Change 

Monterey Opt-Out Opt-Out 
Napa Opt-Out Opt-Out 

Nevada Opt-In Opt-Out 
Orange Opt-Out No Change 
Placer Opt-Out No Change 
Plumas Opt-Out Opt-Out 

Riverside Opt-Out Opt-Out 
Sacramento Opt-Out Opt-Out 
San Benito Opt-Out Opt-Out 

San Bernardino Opt-Out Opt-In 
San Diego Opt-Out No Change 

San Francisco Opt-Out Opt-Out 
San Joaquin Opt-Out Opt-Out 

San Luis Obispo Opt-Out No Change 
San Mateo Opt-Out No Change 

Santa Barbara Opt-Out No Change 
Santa Clara Opt-Out Opt-Out 
Santa Cruz Opt-Out Opt-In 

Shasta Opt-Out Opt-In 
Sierra Opt-Out Opt-Out 

Siskiyou Opt-Out Opt-Out 
Solano Opt-Out No Change 

Sonoma Opt-In Opt-Out 
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Stanislaus Opt-In Opt-Out 
Sutter Opt-Out Opt-Out 

Tehama Opt-Out No Change 
Trinity Opt-Out Opt-Out 
Tulare Opt-Out Opt-Out 

Tuolumne Opt-Out Opt-Out 
Ventura Opt-Out No Change 

Yolo  Opt-Out Opt-Out 
Yuba Opt-Out No Change 

17. For the following counties that chose to opt in or remain opted into 
PBXXC907, ensure that appointments with the following Duration 
details will be scheduled. There are no changes to these details for any 
other county. 

Table 4: Regular Appointment Details Per County 

County Duration for CW 
only (minutes) 

Duration for CF-
only/TCF (minutes) 

Duration for CW/CF 
combo (minutes) 

Humboldt 90 90 90 

Santa Cruz 60 60 60 

Shasta 90 60 90 

 

2.3.3 Execution Frequency 
Monthly on the 5th business day of the month. 

2.3.4 Key Scheduling Dependencies 
The new batch job must complete before ‘Redetermination - Final 
Exception Report’. 

2.3.5 Counties Impacted 
Former C-IV Counties, CalWIN Counties 

2.3.6 Category 
Job should complete within the batch window. 

2.3.7 Data Volume/Performance 
N/A 
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2.3.8 Failure Procedure/Operational Instructions 
Batch Support Operations staff will evaluate transmission errors and failures 
and determine the appropriate resolution (i.e., manually retrieving the 
file from the directory and contacting the external partner if there is an 
account or password issue, etc.)  

2.4 Regression Test CW/CF RE Packet Generation Jobs 

2.4.1 Overview 
RE Packets for Migration Counties are generated on the 15th of each 
month. The Appointment letter is included in the RE packet and provides 
details of the recipient’s RE appointment.  This section outlines the 
regression test activities needed for the existing batch jobs that generates 
the CW/CF RE Packet and Appointment letter. 

2.4.2 Description of Change 
1. Test existing CW/CF RE Packet Batch jobs (PB00R543, PB00R544, and 

PB00R547) to confirm that the RE appointment details created by the 
new Batch RE Appointment job are properly displayed in the 
Appointment letter. 

a. GEN 102 is generated for all program types. 
b. Regardless of how the worker’s schedule is blocked, the 

Appointment letter should contain the correct appointment 
time for the customer. 

i. For example, if the Begin Time is 8am and Flexible End 
Time is 30 minutes after Begin Time, the appointment 
letter should specify an appointment time between 8am 
and 8:30am. 

ii. For example, if the Begin Time is 8am and Flexible End 
Time is 2 hours, the appointment letter should specify an 
appointment time between 8am and 10am. 

2.5 Update Journals for IVR 

2.5.1 Overview 
This section outlines the necessary updates to the journal and call log 
generated for IVR Inbound Call Results for the Missing Document 
campaign. 
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2.5.2 Description of Change 
1. Update the Call Type (CT284) in the short description of the journal 

entries and call logs generated by PI00M300 for Missing Document call 
types to be ‘Missing Periodic Report’ instead of ‘Missing Document’. 

Short Description Example 

Current  Call Log - Outbound IVR Attempt 
– Missing Document – {Call Result 
CT2810} 

New  Call Log - Outbound IVR Attempt 
– Missing Periodic Report – {Call 
Result CT2810} 

2.5.3 Execution Frequency 
Daily (no change) 

2.5.4 Key Scheduling Dependencies 
PI00M300 runs after PI00M360, which handles the file transfer process. 

2.5.5 Counties Impacted 
Former C-IV Counties, CalWIN Counties 

2.5.6 Category 
Job should complete within the batch window. 

2.5.7 Data Volume/Performance 
N/A 

2.5.8 Failure Procedure/Operational Instructions 
Batch Support Operations staff will evaluate transmission errors and failures 
and determine the appropriate resolution (i.e., manually retrieving the 
file from the directory and contacting the external partner if there is an 
account or password issue, etc.)  
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3 REQUIREMENTS 

3.1 Project Requirements 

REQ # REQUIREMENT TEXT How Requirement Met 

2.13.2.2 The LRS shall set appointments for cases 
requiring Redetermination and/or 
Recertification, based on program rules. 

Modify batch RE appointment 
scheduling functionality for 
non-LA counties. 

 



© 2020 CalSAWS. All Rights Reserved. 
 

 

 

 
 
 

CalSAWS 
California Statewide Automated Welfare System 

 

Design Document 
 

CA-240168 | DDID 2705 

Alameda County Contact Center Deployment 
  



© 2020 CalSAWS.  All Rights Reserved. 
2 

 

CalSAWS 

 

DOCUMENT APPROVAL HISTORY 
Prepared By Nicole Kenny 

Reviewed By  

 
DATE DOCUMENT 

VERSION 
REVISION DESCRIPTION AUTHOR 

12/26/2022 0.1 Initial Draft Nicole Kenny 
    
    
    
    
    
    
    
    

 

 
  



© 2020 CalSAWS.  All Rights Reserved. 
3 

 

Table of Contents 
1 Overview ............................................................................. Error! Bookmark not defined. 

1.1 Current Design ............................................................. Error! Bookmark not defined. 
1.2 Requests ....................................................................... Error! Bookmark not defined. 
1.3 Overview of Recommendations ................................ Error! Bookmark not defined. 
1.4 Assumptions ................................................................. Error! Bookmark not defined. 

2 Recommendations ............................................................. Error! Bookmark not defined. 
2.1 Continuing Service Center (CSC) .............................. Error! Bookmark not defined. 

2.1.1 Overview .......................................................... Error! Bookmark not defined. 
2.1.2 Description of Changes .................................. Error! Bookmark not defined. 

2.2 Regional Contract Center (RCC) .............................. Error! Bookmark not defined. 
2.2.1 Overview .......................................................... Error! Bookmark not defined. 
2.2.2 Description of Changes .................................. Error! Bookmark not defined. 

2.3 Optional Features ........................................................ Error! Bookmark not defined. 
2.3.1 Overview .......................................................... Error! Bookmark not defined. 
2.3.2 Web Chat ......................................................... Error! Bookmark not defined. 
2.3.3 Click to Call ...................................................... Error! Bookmark not defined. 

    2.3.3.1 Description of Changes……………………………………………………………8 
2.3.4 Post Call Survey ................................................ Error! Bookmark not defined. 
2.3.5 Courtsey Call Back .......................................... Error! Bookmark not defined. 
2.3.6 Scheduled Call Back ..................................................................................... 8 

2.4 Third Party Integrations ................................................ Error! Bookmark not defined. 
2.4.1 Overview .......................................................... Error! Bookmark not defined. 
2.4.2 Description of Change .................................... Error! Bookmark not defined. 

3 Supporting Documents .................................................................................................... 9 

4 Outreach ..........................................................................................................................11 

4.1 Enhanced Support ...................................................................................................11 

4.2 Model Office.............................................................................................................11 

 

 
  



© 2020 CalSAWS.  All Rights Reserved. 
4 

1 OVERVIEW 
Alameda County does not currently have a CalSAWS contact center in the Amazon 
Connect Environment. This SCR will deploy a brand-new Contact Center to handle 
inbound and outbound calls to customers.  

1.1 Current Design 
Alameda County currently maintains their own contact center solution. 

1.2 Requests 
Build a new contact center solution in the CalSAWS contact center environment.  

1.3 Overview of Recommendations 
1. Continuing Service Center (CSC)  

a. Claim a new phone number for inbound calls.   
i. County owned Toll-Free Number will be pointed to this number.  

b. Build their county specific call flow   
i. See attached Call Flow (CA-240168 – Alameda County Call 

Flow.pdf) for details  
c. Record new county specific prompts   

i. See attached Prompts Excel sheet (CA-240168 – Alameda County 
Verbiage.xlsx) for details  

d. Build new Continuing Queues  
i. See attached Exit Reasons Excel sheet (CA-240168 – Alameda 

County Exit Reasons.xlsx) for details  
e. Set their Hours of Operations for Inbound Queues  
f. Create Quick Connects  

i. See attached Quick Connects Excel sheet (CA-240168 – Alameda 
County Quick Connects.xlsx) for details.  

g. Holiday Dates 
i. Upload County Holidays to the Holiday DynamoDB 

h. Office Hours and Location 
i. Upload County Zip Codes to the Office DynamoDB 
ii. See the Zip Codes Excel sheet (CA-240168 – Alameda County Zip 

Codes) for details 
i. Upload Agents  

2. Regional Call Center (RCC)  
a. Update RCC call flow to accept county code 01 as a CalSAWS county  

i. See attached Call Flow (CA-240168 – Alameda County RCC Call 
Flow.pdf) for details 

b. Create new Voicemail box  
c. Build new RCC Queues  
d. Create a Generic Worker for County 01  

3. Optional Features  
a. Web Chat  
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b. Click to Call  
c. Post Call Survey  
d. Courtesy Call Back 
e. Scheduled Call Back 

4. Third-Party Integrations  
a. Calabrio One  

i. Integrate Amazon Connect Instance with Calabrio One  
ii. Upload Agents to Calabrio  

b. eGain Analytics  
i. Integrate Amazon Connect Instance with eGain Analytics  
ii. Set Service Level Agreement Threshold  

1.4 Assumptions 
1. List of Agents/Staff will be provided by County 

a. Agent Template will be provided to county by CalSAWS 
2. Historical Call Data will not be migrated to Amazon Connect, Calabrio, or 

eGain 
3. Toll Free Number 888-999-4772 will be ported to Amazon Connect after go-live 

a. The County is responsible for pointing the Toll-Free numbers to the 
Amazon Connect phone number 

4. County is licensed for 89 total agents/staff (e.g., including workers, supervisors, 
managers, etc.)  

5. Automated Outbound reminder calls will be placed to customers that opt into 
reminder calls. 

6. Courtesy Call Back feature by default is enabled and can be disabled through 
the Administration Page in the Enhanced Call Control Panel. 

7. Scheduled Call Back by default is enabled and can be disabled through the 
Administration Page in the Enhanced Call Control Panel. 

8. Voicemails for the RCC calls will be sent to Cover.California@acgov.org  
9. County Staff are responsible for creating and maintaining Routing Profiles for 

their staff. 
a. Initial Routing Profiles will be created during model office 

10. Calls from CBOs, Foster Care, and other County Resources will be routed 
through the External Party Access line and sent to the EPA specific queue(s) if 
the caller successfully authenticates  

11. LEX Authentication or Welcome bots will be live with SCR CA-255972 
12. County is responsible for providing list of Holiday Dates 
13. County security admins are responsible for granting rights to their staff in 

CalSAWS 
a. Grant CCPAgent rights to Contact Center Agents 
b. Grant CCPSupervisor rights to Contact Center Supervisors 
c. Grant CCPMessageSender rights to Contact Center Managers/WFM 
d. Grant RCC Security Rights to RCC Staff 

 

mailto:Cover.California@acgov.org
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2 RECOMMENDATIONS 

2.1 Continuing Service Center (CSC) 

2.1.1 Overview 
The Continuing Service Center (CSC) is built in a county specific Amazon 
Connect Instance. Inbound calls will be routed to the queue that 
corresponds with the selections the customer made.  

2.1.2 Description of Changes 
1. Claim a new phone number (non-toll free) for the Inbound IVR  

a) County IT are required to point their current toll-free number as 
well as any local numbers utilized by the IVR to this phone 
number as part of go live. 

2. Build their County specific Call Flow  
a) See the attached call flow (CA-240168 – Alameda County Call 

Flow) for details. 
3. Record County Specific Prompts   

a) See verbiage Excel sheet (CA-240168 – Alameda County 
Verbiage) for details  

b) Upload the prompts to an S3 bucket  
4. Build new Queues for each program required 

a) See the attached Queues sheet (CA-240168 – Alameda County 
Queue List) for details 

5. Set the CSC Inbound Hours 
a) Self Service Hours: 24/7 
b) CSC Agents: 7:00 AM – 5:00 PM Monday – Friday 
c) Telephonic Line: 8:30 AM to 5:00 PM Monday - Friday 

6. Create a Quick Connect for all queues  
a) See the attached Quick Connects sheet (CA-240168 – Alameda 

County Quick Connects List) for details  
7. Upload Holiday dates to Holiday DynamoDB table 

a) See the attached Holiday Dates (CA-240168 – Alameda County 
Holiday Dates) for details 

8. Upload all Contact Center agents to Amazon Connect 
a) List of Agents to be provided by Alameda County 

2.2 Regional Contact Center (RCC) 

2.2.1 Overview 
Covered California sends Medi-Cal referral calls to Regional Contact 
Centers.  
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2.2.2 Description of Changes 
1. Update RCC call flow to accept county code 01 as a CalSAWS county 

a. See the attached call flow (CA-240168 - Wave 5 RCC Call 
Flow.pdf) for details  

2. Create new Voicemail box 
a. The Voicemail box will be used by Covered California agents 

that call during non-business hours and will be monitored by 
county staff 

b. Voicemails will be delivered via e-mail to the address 
Cover.California@acgov.org  

3. Build new RCC Queues 
a. See the attached queues list for details 

2.3 Optional Features 

2.3.1 Overview 
The Contact Center solution offers three optional features. They are Web 
Chat, Click to Call, and Post Call Survey. The county must choose if they 
want to enable these features or not.  Courtesy Call back and Scheduled 
Call back are optional but can be turned on and off via the 
Administration Page. 

2.3.2 Web Chat 
Alameda County has opted into the Web Chat feature. 

2.3.2.1 Description of Changes 
Alameda County will become available to select from the drop-
down menu on the BenefitsCal website. Selecting Alameda County 
will allow the Web Chat window to be opened and allow for 
contact information.  

mailto:Cover.California@acgov.org
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2.3.2.2 Mockup of Alameda County Web Chat Feature 

 
 2.3.2.2.1 – BenefitsCal Web Chat 
 

 
            2.3.2.2.2 – Web Chat Window 
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2.3.3 Click to Call 
Alameda County has opted into the Click to Call feature. 

2.3.3.1 Description of Changes 
Alameda County will become available to select from the drop-
down menu on the BenefitsCal website. Selecting Alameda County 
will allow the Call Me window to be opened and allow for contact 
information.  

2.3.3.2 Mockup of Alameda County Call Me Feature 

 
2.3.3.2.1 – BenefitsCal Call Me 
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2.3.3.2.2 –Call Me Window 

 

2.3.4 Post Call Survey 
Alameda County has opted into the Post Call Survey feature.  

2.3.4.1 Description of Changes 
 

1. Configure the Post call survey to ask 4 questions 
a. Was the worker able to help you with the purpose of your 

call today? 1 – Yes, 2 – No. 
b. Please rate your overall experience during your telephone 

call. 1, Highly Satisfied. 2, Very Satisfied. 3, Satisfied. 4, 
Dissatisfied. 5, Very Dissatisfied. 

c. How satisfied were you with the time it took to answer your 
call? 1, Highly Satisfied. 2, Very Satisfied. 3, Satisfied. 4, 
Dissatisfied. 5, Very Dissatisfied. 

d. Was the reason for your call resolved today? 1 – Yes, 2 – No. 
2. Send a daily report to a county provided e-mail address 

a. The report will contain the following information: 
i. Contact ID 
ii. Agent ID 
iii. Queue Time 
iv. Question # 
v. Question Text 
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vi. Answer  
vii. Language 
viii. Caller Phone Number 
ix. Answer Time 

2.3.5 Courtesy Call Back 
Alameda County has opted to enable Courtesy Call Back at go-live but 
can disable the feature through the Administration Page. 

2.3.6 Scheduled Call Back 
Alameda County has opted to enable Scheduled Call Back but can 
disable the feature through the Administration Page. 

2.4 Third Party Integrations 

2.4.1 Overview 
Calabrio One, and eGain Analytics are not native to the Amazon 
Connect environment. The Amazon Connect instance needs to be 
integrated into these solutions to provide Work Force Management 
(WFM), Quality Assurance, and robust reporting functionality.  

2.4.2 Description of Change 
1. Add the new Amazon Connect Instance as an ACD in Calabrio One 

a. Upload Agents into Calabrio One 
i. Add appropriate security rights to agents, supervisors, 

and WFM 
b. Create a new WFM View for Alameda County 

i. This limits the County to view only their resources.  
c. Set Audio Recording amount to 100% of calls per agent 
d. Set Screen Recording amount to 25% of calls per agent 
e. Set Recording retention rates  

i. Standard retention rate is 90 days 
ii. Tagged recordings retention is 365 days 
iii. To exceed the retention period, there is an API to bulk 

download calls that will be provided. 
2. Add the new Amazon Connect Instance in eGain Analytics 

a. Create logins for Supervisors, and Manager 
b. Set the CSC Service Level Agreement Threshold to 30 Seconds.  
c. Set the RCC Service Level Agreement Threshold to 30 Seconds.  
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3 SUPPORTING DOCUMENTS 
 

Number Functional 
Area 

Description Attachment  

1 IVR Alameda County Call Flow 

CA-240168 - 
Alameda County Cal   

2 IVR Alameda County Exit 
Reasons 

CA-240168 - 
Alameda County Exit  

3 IVR Alameda County Queues 

CA-240168 - 
Alameda County Que   

4 IVR Alameda County Verbiage 

CA-240168 - 
Alameda County Ver   

5 IVR Alameda County ZIP Codes 

CA-240168 - 
Alameda County ZIP   

6 RCC Alameda County RCC Call 
Flow 

CA-240168 - Wave 5 
RCC Call Flow.pdf  

7 IVR Alameda County Quick 
Connects 

CA-240168 - 
Alameda County Qui   

 

  



© 2020 CalSAWS.  All Rights Reserved. 
13 

4 REQUIREMENTS 

4.1 Project Requirements 

REQ # REQUIREMENT TEXT How Requirement Met 

2705 The CONTRACTOR shall configure the CalSAWS 
inbound IVR to have a customized call flow for 
each county including the following: 
 - prompts 
 - menus 
 - queues 
 - program selection 
 - call transfers 
All flows include all self-service features. 
The following languages will be supported in the 
CalSAWS inbound IVR: 
 - English 
 - Spanish 
 - Farsi 
 - Vietnamese 
 - Mandarin 
 - Armenian 
 - Tagalog 
 - Russian 
 - Korean 
 - Cambodian 
 - Hmong 
 - Cantonese 
 - Arabic 
 - Lao 

Section 2.1 
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5 OUTREACH 
The County Contact Center go-live will include 2 weeks of enhanced support, and 
model office training before the go live.  
 

5.1 Enhanced Support 
Following the go live, CalSAWS staff will be onsite (or available on a virtual bridge if 
onsite is not possible) to provide any required support for county staff.  

5.2 Model Office 
Model Office will be conducted prior to go live to give contact center staff hands 
on experience with the software before the go live. Model office will be 
conducted in person or virtually if in person is not possible.  
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1 OVERVIEW 
Sonoma County does not currently have a CalSAWS contact center in the Amazon 
Connect Environment. This SCR will deploy a brand-new Contact Center to handle 
inbound and outbound calls to customers.  

1.1 Current Design 
Sonoma County currently maintains their own contact center solution. 

1.2 Requests 
Build a new contact center solution in the CalSAWS contact center environment.  

1.3 Overview of Recommendations 
1. Continuing Service Center (CSC)  

a. Claim a new phone number for inbound calls.   
i. County owned Toll-Free Number will be pointed to this number.  

b. Build their county specific call flow   
i. See attached Call Flow (CA-240169 – Sonoma County Call 

Flow.pdf) for details  
c. Record new county specific prompts   

i. See attached Prompts Excel sheet (CA-240169 – Sonoma County 
Verbiage.xlsx) for details  

d. Build new Continuing Queues  
i. See attached Exit Reasons Excel sheet (CA-240169 – Sonoma 

County Exit Reasons.xlsx) for details  
e. Set their Hours of Operations for Inbound Queues  
f. Create Quick Connects  

i. See attached Quick Connects Excel sheet (CA-240169 – Sonoma 
County Quick Connects.xlsx) for details.  

g. Holiday Dates 
i. Upload County Holidays to the Holiday DynamoDB 

h. Office Hours and Location 
i. Upload County Zip Codes to the Office DynamoDB 
ii. See the Zip Codes Excel sheet (CA-240169 – Sonoma County Zip 

Codes) for details 
i. Upload Agents  

2. Regional Call Center (RCC)  
a. Update RCC call flow to accept county code 49 as a CalSAWS county  

i. See attached Call Flow (CA-240169 – Sonoma County RCC Call 
Flow.pdf) for details 

b. Create new Voicemail box  
c. Build new RCC Queues  
d. Create a Generic Worker for County 49  

3. Optional Features  
a. Web Chat  
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b. Click to Call  
c. Post Call Survey  
d. Courtesy Call Back 
e. Scheduled Call Back 

4. Third-Party Integrations  
a. Calabrio One  

i. Integrate Amazon Connect Instance with Calabrio One  
ii. Upload Agents to Calabrio  

b. eGain Analytics  
i. Integrate Amazon Connect Instance with eGain Analytics  
ii. Set Service Level Agreement Threshold  

1.4 Assumptions 
1. List of Agents/Staff will be provided by County 

a. Agent Template will be provided to county by CalSAWS 
2. Historical Call Data will not be migrated to Amazon Connect, Calabrio, or 

eGain 
3. Toll Free Number 877-699-6868 will be ported to Amazon Connect after go-live 

a. The County is responsible for pointing the Toll-Free numbers to the 
Amazon Connect phone number 

4. County is licensed for 175 total agents/staff (e.g., including workers, supervisors, 
managers, etc.)  

5. Automated Outbound reminder calls will be placed to customers that opt into 
reminder calls. 

6. Courtesy Call Back feature by default is enabled and can be disabled through 
the Administration Page in the Enhanced Call Control Panel. 

7. Scheduled Call Back by default is enabled and can be disabled through the 
Administration Page in the Enhanced Call Control Panel. 

8. Voicemails for after hour RCC calls will be sent to SonomaIVR@schsd.org  
9. County Staff are responsible for creating and maintaining Routing Profiles for 

their staff. 
a. Initial Routing Profiles will be created during model office 

10. Calls from CBOs, Foster Care, and other County Resources will be routed 
through the External Party Access line and sent to the EPA specific queue(s) if 
the caller successfully authenticates  

11. LEX Authentication or Welcome bots will be live with SCR CA-255972 
12. County is responsible for providing list of Holiday Dates 
13. County security admins are responsible for granting rights to their staff in 

CalSAWS 
a. Grant CCPAgent rights to Contact Center Agents 
b. Grant CCPSupervisor rights to Contact Center Supervisors 
c. Grant CCPMessageSender rights to Contact Center Managers/WFM 
d. Grant RCC Security Rights to RCC Staff 

 

mailto:SonomaIVR@schsd.org
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2 RECOMMENDATIONS 

2.1 Continuing Service Center (CSC) 

2.1.1 Overview 
The Continuing Service Center (CSC) is built in a county specific Amazon 
Connect Instance. Inbound calls will be routed to the queue that 
corresponds with the selections the customer made.  

2.1.2 Description of Changes 
1. Claim a new phone number (non-toll free) for the Inbound IVR  

a) County IT are required to point their current toll-free number as 
well as any local numbers utilized by the IVR to this phone 
number as part of go live. 

2. Build their County specific Call Flow  
a) See the attached call flow (CA-240169 – Sonoma County Call 

Flow) for details. 
3. Record County Specific Prompts   

a) See verbiage Excel sheet (CA-240169 – Sonoma County 
Verbiage) for details  

b) Upload the prompts to an S3 bucket  
4. Build new Queues for each program required 

a) See the attached Queues sheet (CA-240169 – Sonoma County 
Queue List) for details 

5. Set the CSC Inbound Hours 
a) Self Service Hours: 24/7 
b) CSC Agents: 9:00 AM – 3:30 PM Monday – Friday 

6. Create a Quick Connect for all queues  
a) See the attached Quick Connects sheet (CA-240169 – Sonoma 

County Quick Connects List) for details  
7. Upload Holiday dates to Holiday DynamoDB table 

a) See the attached Holiday Dates (CA-240169 – Sonoma County 
Holiday Dates) for details 

8. Upload all Contact Center agents to Amazon Connect 
a) List of Agents to be provided by Sonoma County 

2.2 Regional Contact Center (RCC) 

2.2.1 Overview 
Covered California sends Medi-Cal referral calls to Regional Contact 
Centers.  
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2.2.2 Description of Changes 
1. Update RCC call flow to accept county code 49 as a CalSAWS county 

a. See the attached call flow (CA-240169 - Wave 5 RCC Call Flow) 
for details  

2. Create new Voicemail box 
a. The Voicemail box will be used by Covered California agents 

that call during non-business hours and will be monitored by 
county staff 

b. Voicemails will be delivered via e-mail to the address provided 
by the County 

3. Build new RCC Queues 
a. See the attached queues list for details 

2.3 Optional Features 

2.3.1 Overview 
The Contact Center solution offers three optional features. They are Web 
Chat, Click to Call, and Post Call Survey. The county must choose if they 
want to enable these features or not.  Courtesy Call back and Scheduled 
Call back are optional but can be turned on and off via the 
Administration Page. 

2.3.2 Web Chat 
Sonoma County has opted into the Web Chat feature. 
 

2.3.2.1 Description of Changes 
Sonoma County will become available to select from the drop-
down menu on the BenefitsCal website. Selecting Sonoma County 
will allow the Web Chat window to be opened and allow for 
contact information.  



© 2020 CalSAWS.  All Rights Reserved. 
8 

2.3.2.2 Mockup of Sonoma County Web Chat Feature 

 
 2.3.2.2.1 – BenefitsCal Web Chat 
 

 
            2.3.2.2.2 – Web Chat Window 
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2.3.3 Click to Call 
Sonoma County has opted into the Click to Call feature. 
 

2.3.3.1 Description of Changes 
Sonoma County will become available to select from the drop-
down menu on the BenefitsCal website. Selecting Sonoma County 
will allow the Call Me window to be opened and allow for contact 
information.  

2.3.3.2 Mockup of Sonoma County Call Me Feature 

 
2.3.3.2.1 – BenefitsCal Call Me 
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2.3.3.2.2 –Call Me Window 

 

2.3.4 Post Call Survey 
Sonoma County has opted into the Post Call Survey feature.  
 

2.3.4.1 Description of Changes 
 

1. Configure the Post call survey to ask 5 questions 
a. Was your reason for calling resolved? 1 – Yes, 2 – No. 
b. Have you had to call more than one time to resolve the 

specific issue you are calling about today? 1 – Yes, 2 – No. 
c. Were you transferred more than once during this call? 1 – 

Yes, 2 – No. 
d. Was your current contact information verified during this 

call? 1 – Yes, 2 – No. 
e. Please rate your overall satisfaction with your call 

experience from today 1- Highly Satisfied 2- Very Satisfied 3- 
Satisfied 4- Dissatisfied 5- Very Dissatisfied 

2. Send a daily report to a county provided e-mail address 
a. The report will contain the following information: 

i. Contact ID 
ii. Agent ID 
iii. Queue Time 
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iv. Question # 
v. Question Text 
vi. Answer  
vii. Language 
viii. Caller Phone Number 
ix. Answer Time 

 

2.3.5 Courtesy Call Back 
Sonoma County has opted to enable Courtesy Call Back at go-live but 
can disable the feature through the Administration Page. 

2.3.6 Scheduled Call Back 
Sonoma County has opted to disable Scheduled Call Back at go-live but 
can enable the feature through the Administration Page. 

 

2.4 Third Party Integrations 

2.4.1 Overview 
Calabrio One, and eGain Analytics are not native to the Amazon 
Connect environment. The Amazon Connect instance needs to be 
integrated into these solutions to provide Work Force Management 
(WFM), Quality Assurance, and robust reporting functionality.  

2.4.2 Description of Change 
1. Add the new Amazon Connect Instance as an ACD in Calabrio One 

a. Upload Agents into Calabrio One 
i. Add appropriate security rights to agents, supervisors, 

and WFM 
b. Create a new WFM View for Sonoma County 

i. This limits the County to view only their resources.  
c. Set Audio Recording amount to 100% of calls per agent 
d. Set Screen Recording amount to 25% of calls per agent 
e. Set Recording retention rates  

i. Standard retention rate is 90 days 
ii. Tagged recordings retention is 365 days 
iii. To exceed the retention period, there is an API to bulk 

download calls that will be provided. 
2. Add the new Amazon Connect Instance in eGain Analytics 

a. Create logins for Supervisors, and Manager 
b. Set the CSC Service Level Agreement Threshold to 600 Seconds.  
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c. Set the RCC Service Level Agreement Threshold to 30 Seconds.  
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3 SUPPORTING DOCUMENTS 
 

Number Functional 
Area 

Description Attachment  

1 IVR Sonoma County Call Flow 

CA-240169 - 
Sonoma County Call  

2 IVR Sonoma County Exit Reasons 

CA-240169 - 
Sonoma County Exit  

3 IVR Sonoma County Queues 

CA-240169 - 
Sonoma County Que   

4 IVR Sonoma County Verbiage 

CA-240169 - 
Sonoma County Verb   

5 RCC Sonoma County RCC Call 
Flow 

CA-240169 - Wave 5 
RCC Call Flow.pdf  

6 IVR Sonoma County Quick 
Connects 

CA-240169 - 
Sonoma County Qui   
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4 REQUIREMENTS 

4.1 Project Requirements 

REQ # REQUIREMENT TEXT How Requirement Met 

2705 The CONTRACTOR shall configure the CalSAWS 
inbound IVR to have a customized call flow for 
each county including the following: 
 - prompts 
 - menus 
 - queues 
 - program selection 
 - call transfers 
All flows include all self-service features. 
The following languages will be supported in the 
CalSAWS inbound IVR: 
 - English 
 - Spanish 
 - Farsi 
 - Vietnamese 
 - Mandarin 
 - Armenian 
 - Tagalog 
 - Russian 
 - Korean 
 - Cambodian 
 - Hmong 
 - Cantonese 
 - Arabic 
 - Lao 

Section 2.1 
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5 OUTREACH 
The County Contact Center go-live will include 2 weeks of enhanced support, and 
model office training before the go live.  
 

5.1 Enhanced Support 
Following the go live, CalSAWS staff will be onsite (or available on a virtual bridge if 
onsite is not possible) to provide any required support for county staff.  

5.2 Model Office 
Model Office will be conducted prior to go live to give contact center staff hands 
on experience with the software before the go live. Model office will be 
conducted in person or virtually if in person is not possible.  
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1 OVERVIEW 
Fresno County does not currently have a CalSAWS contact center in the Amazon 
Connect Environment. This SCR will deploy a brand-new Contact Center to handle 
inbound and outbound calls to customers.  

1.1 Current Design 
Fresno County currently maintains their own contact center solution. 

1.2 Requests 
Build a new contact center solution in the CalSAWS contact center environment.  

1.3 Overview of Recommendations 
1. Continuing Service Center (CSC)  

a. Claim a new phone number for inbound calls.   
i. County owned Toll-Free Number will be pointed to this number.  

b. Build their county specific call flow   
i. See attached Call Flow (CA-240170 – Fresno County Call Flow.pdf) 

for details  
c. Record new county specific prompts   

i. See attached Prompts Excel sheet (CA-240170 – Fresno County 
Verbiage.xlsx) for details  

d. Build new Continuing Queues  
i. See attached Exit Reasons Excel sheet (CA-240170 – Fresno County 

Exit Reasons.xlsx) for details  
e. Set their Hours of Operations for Inbound Queues  
f. Create Quick Connects  

i. See attached Quick Connects Excel sheet (CA-240170 – Fresno 
County Quick Connects.xlsx) for details.  

g. Holiday Dates 
i. Upload County Holidays to the Holiday DynamoDB 

h. Office Hours and Location 
i. Upload County Zip Codes to the Office DynamoDB 
ii. See the Zip Codes Excel sheet (CA-240170 – Fresno County Zip 

Codes) for details 
i. Upload Agents  

2. Regional Call Center (RCC)  
a. Update RCC call flow to accept county code 10 as a CalSAWS county  

i. See attached Call Flow (CA-240170 - Wave 5 RCC Call Flow.pdf) 
for details 

b. Create new Voicemail box  
c. Build new RCC Queues  
d. Create a Generic Worker for County 10  

3. Optional Features  
a. Web Chat  
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b. Click to Call  
c. Post Call Survey  
d. Courtesy Call Back 
e. Scheduled Call Back 

4. Third-Party Integrations  
a. Calabrio One  

i. Integrate Amazon Connect Instance with Calabrio One  
ii. Upload Agents to Calabrio  

b. eGain Analytics  
i. Integrate Amazon Connect Instance with eGain Analytics  
ii. Set Service Level Agreement Threshold  

1.4 Assumptions 
1. List of Agents/Staff will be provided by County 

a. Agent Template will be provided to county by CalSAWS 
2. Historical Call Data will not be migrated to Amazon Connect, Calabrio, or 

eGain 
3. Toll Free Number 855-377-7722 and 855-832-8082 will be ported to Amazon 

Connect after go-live 
a. The County is responsible for pointing the Toll-Free numbers and any 

local numbers to the Amazon Connect phone number 
4. County is licensed for 362 total agents/staff (e.g., including workers, supervisors, 

managers, etc.)  
5. Automated Outbound reminder calls will be placed to customers that opt into 

reminder calls. 
6. Courtesy Call Back feature by default is disabled and can be enabled through 

the Administration Page in the Enhanced Call Control Panel. 
7. Scheduled Call Back by default is disabled and can be enabled through the 

Administration Page in the Enhanced Call Control Panel. 
8. Voicemails for after hour RCC calls will be sent to 

coveredcacountyliaison@fresnocountyca.gov 
9. County Staff are responsible for creating and maintaining Routing Profiles for 

their staff. 
a. Initial Routing Profiles will be created during model office and copied 

over to Production instance. 
10. Calls from CBOs, Foster Care, and other County Resources will be routed 

through the External Party Access line and sent to the EPA specific queue(s) if 
the caller successfully authenticates.  

11. LEX Authentication or Welcome bots will be live with SCR CA-255972 
12. County is responsible for providing list of Holiday Dates 
13. County security admins are responsible for granting rights to their staff in 

CalSAWS 
a. Grant CCPAgent rights to Contact Center Agents 
b. Grant CCPSupervisor rights to Contact Center Supervisors 
c. Grant CCPMessageSender rights to Contact Center Managers/WFM 
d. Grant RCC Security Rights to RCC Staff 
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2 RECOMMENDATIONS 

2.1 Continuing Service Center (CSC) 

2.1.1 Overview 
The Continuing Service Center (CSC) is built in a county specific Amazon 
Connect Instance. Inbound calls will be routed to the queue that 
corresponds with the selections the customer made.  

2.1.2 Description of Changes 
1. Claim a new phone number (non-toll free) for the Inbound IVR  

a) County IT are required to point their current toll-free number as 
well as any local numbers utilized by the IVR to this phone 
number as part of go live. 

2. Build their County specific Call Flow  
a) See the attached call flow (CA-240170 – Fresno County Call 

Flow) for details. 
3. Record County Specific Prompts   

a) See verbiage Excel sheet (CA-240170 – Fresno County 
Verbiage) for details.  

b) Upload the prompts to an S3 bucket  
4. Build new Queues for each program required. 

a) See the attached Queues sheet (CA-240170 – Fresno County 
Queue List) for details. 

5. Set the CSC Inbound Hours 
a) Self Service Hours: 24/7 
b) CSC Agents: 7:30 AM – 4:30 PM Monday – Friday 

6. Create a Quick Connect for all queues.  
a) See the attached Quick Connects sheet (CA-240170 – Fresno 

County Quick Connects List) for details. 
7. Upload Holiday dates to Holiday DynamoDB table 

a) See the attached Holiday Dates (CA-240170 – Fresno County 
Holiday Dates) for details. 

8. Upload all Contact Center agents to Amazon Connect 
a) List of Agents to be provided by Fresno County 
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2.2 Regional Contact Center (RCC) 

2.2.1 Overview 
Covered California sends Medi-Cal referral calls to Regional Contact 
Centers.  

2.2.2 Description of Changes 
1. Update RCC call flow to accept county code 10 as a CalSAWS county 

a. See the attached call flow (CA-240170 - Wave 5 RCC Call Flow) 
for details  

2. Create new Voicemail box 
a. The Voicemail box will be used by Covered California agents 

that call during non-business hours and will be monitored by 
county staff 

b. Voicemails will be delivered via e-mail to the address provided 
by the County 

c. coveredcacountyliaison@fresnocountyca.gov 
3. Build new RCC Queues 

a. See the attached queues list for details 

2.3 Optional Features 

2.3.1 Overview 
The Contact Center solution offers three optional features. They are Web 
Chat, Click to Call, and Post Call Survey. The county must choose if they 
want to enable these features or not.  Courtesy Call back and Scheduled 
Call back are optional but can be turned on and off via the 
Administration Page. 

2.3.2 Web Chat 
Fresno County has opted into the Web Chat feature. 

2.3.3 Click to Call 
Fresno County has opted into the Click to Call feature. 

2.3.3.1 Description of Changes 
Fresno County will become available to select from the drop-down 
menu on the BenefitsCal website. Selecting Fresno County will allow 
the Call Me window to be opened and allow for contact 
information.  
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2.3.3.2 Mockup of Fresno County Call Me Feature 

 
2.3.3.2.1 – BenefitsCal Call Me 

 

 
2.3.3.2.2 –Call Me Window 
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2.3.4 Post Call Survey 
Fresno County has opted into the Post Call Survey feature.  

2.3.4.1 Description of Changes 
 

1. Configure the Post call survey to ask 4 questions 
a. Were we able to resolve your issue or question today? 1 – 

Yes, 2 – No. 
b. Were you treated courteously? 1 – Yes, 2 – No. 
c. Were you satisfied with the time it took to answer your call? 1 

– Yes, 2 – No. 
d. Were you satisfied with the quality of service you received 

today? 1 – Yes, 2 – No. 
e. Were you asked if there were any other issues or questions 

that could be resolved? 1 – Yes, 2 – No.  
2. Send a daily report to a county provided e-mail address: 

dssit@fresnocountyca.gov 
a. The report will contain the following information: 

i. Contact ID 
ii. Agent ID 
iii. Queue Time 
iv. Question # 
v. Question Text 
vi. Answer  
vii. Language 
viii. Caller Phone Number 
ix. Answer Time 

2.3.5 Courtesy Call Back 
Fresno County has opted to enable Courtesy Call Back at go-live but can 
disable the feature through the Administration Page. 

2.3.6 Scheduled Call Back 
Fresno County has opted to enable Scheduled Call Back but can disable 
the feature through the Administration Page. 
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2.4 Third Party Integrations 

2.4.1 Overview 
Calabrio One, and eGain Analytics are not native to the Amazon 
Connect environment. The Amazon Connect instance needs to be 
integrated into these solutions to provide Work Force Management 
(WFM), Quality Assurance, and robust reporting functionality.  

2.4.2 Description of Change 
1. Add the new Amazon Connect Instance as an ACD in Calabrio One 

a. Upload Agents into Calabrio One 
i. Add appropriate security rights to agents, supervisors, 

and WFM 
b. Create a new WFM View for Fresno County 

i. This limits the County to view only their resources.  
c. Set Audio Recording amount to 100% of calls per agent 
d. Set Screen Recording amount to 25% of calls per agent 
e. Set Recording retention rates  

i. Standard retention rate is 90 days 
ii. Tagged recordings retention is 365 days 
iii. To exceed the retention period, there is an API to bulk 

download calls that will be provided. 
2. Add the new Amazon Connect Instance in eGain Analytics 

a. Create logins for Supervisors, and Manager 
b. Set the CSC Service Level Agreement Threshold to 600 Seconds.  
c. Set the RCC Service Level Agreement Threshold to 30 Seconds.  
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3 SUPPORTING DOCUMENTS 

Number Functional 
Area 

Description Attachment  

1 IVR Fresno County Call Flow 

CA-240170 - Fresno 
County Call Flow.pd 

2 IVR Fresno County Exit Reasons 

CA-240170 - Fresno 
County Exit Reasons 

3 IVR Fresno County Queues 

CA-240170 - Fresno 
County Queue List.x  

4 IVR Fresno County Verbiage 

CA-240170 - Fresno 
County Verbiage Sh  

5 RCC Fresno County RCC Call Flow 

CA-240170 - Wave 5 
RCC Call Flow.pdf  

6 IVR Fresno County Quick 
Connects 

CA-240170 - Fresno 
County Quick Conne 
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4 REQUIREMENTS 

4.1 Project Requirements 

REQ # REQUIREMENT TEXT How Requirement Met 

2705 The CONTRACTOR shall configure the CalSAWS 
inbound IVR to have a customized call flow for 
each county including the following: 
 - prompts 
 - menus 
 - queues 
 - program selection 
 - call transfers 
All flows include all self-service features. 
The following languages will be supported in the 
CalSAWS inbound IVR: 
 - English 
 - Spanish 
 - Farsi 
 - Vietnamese 
 - Mandarin 
 - Armenian 
 - Tagalog 
 - Russian 
 - Korean 
 - Cambodian 
 - Hmong 
 - Cantonese 
 - Arabic 
 - Lao 

Section 2.1 
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5 OUTREACH 
The County Contact Center go-live will include 2 weeks of enhanced support, and 
model office training before the go live.  
 

5.1 Enhanced Support 
Following the go live, CalSAWS staff will be onsite (or available on a virtual bridge if 
onsite is not possible) to provide any required support for county staff.  

5.2 Model Office 
Model Office will be conducted prior to go live to give contact center staff hands 
on experience with the software before the go live. Model office will be 
conducted in person or virtually if in person is not possible.  

 
 

 
 
 
 
 
 
 
 
 
 
 
 

 
 

 



   
 

© 2021 CalSAWS. All Rights Reserved. 
 

 

 

 
 
 

CalSAWS 
California Statewide Automated Welfare System 

 

Design Document 
CA-243096 

Add CSF 139 and CSF 140 in Threshold 
Languages 

 
 
 
 
 
 
 
 
 
 
 
 
 
 



   
 

© 2021 CalSAWS.  All Rights Reserved. 
2 

 
 

 

CalSAWS 

 

DOCUMENT APPROVAL HISTORY 
Prepared By Karuna Ganeri 

Reviewed By Lianel Richwin  

 
DATE DOCUMENT 

VERSION 
REVISION DESCRIPTION AUTHOR 

05/08/2023 1.0 Initial Draft Karuna Ganeri 
    
    
    
    

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



   
 

© 2021 CalSAWS.  All Rights Reserved. 
3 

 

Table of Contents 
1 Overview 4 

1.1 Current Design ........................................................................................................... 4 

1.2 Requests ..................................................................................................................... 4 

1.3 Overview of Recommendations .............................................................................. 4 

1.4 Assumptions ............................................................................................................... 4 

2 Recommendations 5 

2.1 Add CSF 139 form in all available threshold languages. ....................................... 5 

2.1.1 Overview ........................................................................................................ 5 

2.1.2 Form Verbiage ............................................................................................... 5 

2.1.3 Form Variable Population ............................................................................. 5 

2.1.4 Form Generation Conditions ........................................................................ 5 

2.2 Add CSF 140 form in all available threshold languages. ....................................... 7 

2.2.1 Overview ........................................................................................................ 7 

2.2.2 Form/NOA Verbiage ..................................................................................... 7 

2.2.3 Form/NOA Variable Population ................................................................... 7 

2.2.4 Form/NOA Generation Conditions............................................................... 7 

3 Supporting Documents 9 

4 Requirements 10 

4.1 Project Requirements ...............................................................................................10 

 
 

 
  



   
 

© 2021 CalSAWS.  All Rights Reserved. 
4 

1 OVERVIEW 
This effort will add the CSF 139 and CSF 140 form in all available threshold 
languages. 

1.1 Current Design 
Currently CSF 139 and CSF 140 form are available only in English and Spanish 
languages in CalSAWS.  

1.2 Requests 
1. Add CSF 139 (07/21) Consent to Receive Automated Messages About Your 

Case in all available Threshold languages. 
Languages Include: Arabic, Armenian, Cambodian, Chinese, Farsi, Hmong, 
Korean, Lao, Russian, Tagalog and Vietnamese. 

2. Add CSF 140 (07/21) New Phone Access IVR PIN Letter in all available Threshold 
languages. 
Languages Include: Arabic, Armenian, Cambodian, Chinese, Farsi, Hmong, 
Korean, Lao, Russian, Tagalog and Vietnamese. 

1.3 Overview of Recommendations 
1. Add CSF 139 (07/21) Consent to Receive Automated Messages About Your 

Case to CalSAWS in following Threshold languages: Arabic, Armenian, 
Cambodian, Chinese, Farsi, Hmong, Korean, Lao, Russian, Tagalog and 
Vietnamese. 

2. Add CSF 140 (07/21) New Phone Access IVR PIN Letter to CalSAWS in following 
Threshold languages: Arabic, Armenian, Cambodian, Chinese, Farsi, Hmong, 
Korean, Lao, Russian, Tagalog and Vietnamese. 

1.4 Assumptions 
1. Print options for threshold forms will remain the same as the print options for 

English and Spanish forms. 
2. There are no changes to the generation logic of these forms.  
3. All fields (blank or prepopulated) will be editable. 
4. Supporting Documents section references attachments found on Jira. 
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2 RECOMMENDATIONS 

2.1 Add CSF 139 form in all available threshold languages.  

2.1.1 Overview 
This section will cover the requirements for adding the CSF 139 forms in 
available threshold languages.  
 
State Form: CSF 139 (7/21) 
Current Programs: CalWORKs, CalFresh, Medi-Cal, GA/GR, CAPI, RCA, 
REP, WTW. 
Current Forms Category: Forms 
Current Template Repository Visibility: All counties  
Existing Languages: English, Spanish 
Template Description: Consent to Receive Automated Messages About 
Your Case 
Imaging Form Name: Consent to Receive Automated Messages 
Imaging Document Type: E-Notification 

2.1.2 Form Verbiage 
Create CSF 139 XDP’s for Threshold Languages 

  
Threshold Languages: Arabic, Armenian, Cambodian, Chinese*, Farsi, 
Hmong, Korean, Lao, Russian, Tagalog and Vietnamese. 
 
*One translation is provided to support the three Chinese threshold 
languages: Cantonese, Chinese, and Mandarin. 
Form Mockups/Examples: See Supporting Documents #1 
Form Header: CalSAWS Standard Header (Header_1) 
Include NA BACK 9: No 

2.1.3 Form Variable Population 
Field Mappings: Use the same field mappings as the English and Spanish 
Forms for existing population logic. 

2.1.4 Form Generation Conditions 
The CalSAWS will generate the CSF139 Form from Template Repository. 
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Form Print/Mailing Options 
Threshold forms will have the same Form Print/Mailing Options as their 
corresponding English/Spanish forms. 

 
                       Print Options: 

Blank 
Template 

Print Local 
without 
Save 

Print Local 
and Save 

Print 
Central 
and Save 

Reprint 
Local 

Reprint 
Central 

Y Y Y Y Y Y 

 
Mailing Options: 

Mailing Options Option CSF 139 

Mail-To (Recipient) Applicant selected on the 
document parameters page. 

Mailed From (Return) Worker’s Office Address 

Mail-back-to Address N/A 

Outgoing Envelope Type Standard 

Return Envelope Type N/A 

Special Paper Stock N/A 

Mail Priority Same Day Priority 

 
  Form Control: 

Tracking Barcode BRM Barcode Imaging Barcode 

N N Y 

 
  Additional Options: 

Requirement Option for CSF 139 Form 

Post to Self-Service Portal Y 
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2.2 Add CSF 140 form in all available threshold languages.   

2.2.1 Overview 
This section will cover the requirements for adding the CSF 140 forms in 
available threshold languages.  
 
State Form: CSF 140 (7/21) 
Current Programs: CalWORKs, CalFresh, Medi-Cal, GA/GR, CAPI, RCA, 
REP, WTW. 
Current Forms Category: Forms 
Current Template Repository Visibility: All counties  
Existing Languages: English, Spanish 
Template Description: New Phone Access IVR PIN Letter. 
Imaging Form Name: New Phone Access IVR PIN Letter 
Imaging Document Type: E-Notification 

2.2.2 Form/NOA Verbiage 
Create CSF 140 XDP’s for Threshold Languages 

  
Threshold Languages: Arabic, Armenian, Cambodian, Chinese*, Farsi, 
Hmong, Korean, Lao, Russian, Tagalog and Vietnamese. 
 
*One translation is provided to support the three Chinese threshold 
languages: Cantonese, Chinese, and Mandarin. 
Form Mockups/Examples: See Supporting Documents #2 
Form Header: CalSAWS Standard Header (Header_1) 
Include NA BACK 9: No 

2.2.3 Form/NOA Variable Population 
Field Mappings: Use the same field mappings as the English and Spanish 
Forms for existing population logic. 

2.2.4 Form/NOA Generation Conditions 
The CalSAWS will generate the CSF140 Form from Template Repository. 

 

Form Print/Mailing Options 
Threshold forms will have the same Form Print/Mailing Options as their 
corresponding English/Spanish forms. 
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                       Print Options: 
Blank 
Template 

Print Local 
without 
Save 

Print Local 
and Save 

Print 
Central 
and Save 

Reprint 
Local 

Reprint 
Central 

Y Y Y Y Y Y 

 
Mailing Options: 

Mailing Options Option CSF 140 

Mail-To (Recipient) Applicant selected on the 
document parameters page. 

Mailed From (Return) Worker’s Office Address 

Mail-back-to Address N/A 

Outgoing Envelope Type Standard 

Return Envelope Type N/A 

Special Paper Stock N/A 

Mail Priority Same Day Priority 

 
  Form Control: 

Tracking Barcode BRM Barcode Imaging Barcode 

N N Y 

 
  Additional Options: 

Requirement Option for CSF 140 Form 

Post to Self-Service Portal Y 
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3 SUPPORTING DOCUMENTS 

Number Functional Area Description Attachment  

1 Correspondence CSF 139 Threshold 
Languages 

CSF_139_AE.pdf 
CSF_139_AR.pdf 
CSF_139_FA.pdf 
CSF_139_CA.pdf 
CSF_139_CH.pdf 
CSF_139_HM.pdf 
 CSF_139_TG.pdf 
CSF_139_LA.pdf 
CSF_139_RU.pdf 
CSF_139_KO.pdf 
CSF_139_VI.pdf 

2 Correspondence CSF 140 Threshold 
Languages 

CSF_140_AE.pdf 
CSF_140_AR.pdf 
CSF_140_FA.pdf 
CSF_140_CA.pdf 
CSF_140_CH.pdf  
CSF_140_HM.pdf 
CSF_140_TG.pdf 
CSF_140_LA.pdf 
CSF_140_RU.pdf 
CSF_140_KO.pdf 
CSF_140_VI.pdf  
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4 REQUIREMENTS 

4.1 Project Requirements 

REQ # REQUIREMENT TEXT How 
Requirement 
Met 

2.18.3.3 
CAR-1239 

The LRS shall produce various notices, NOAs, forms, 
letters, stuffers, and flyers, including: 
a. Appointment notices; 
b. Redetermination, Recertification, and/or Annual 
Agreement notices and forms; 
c. Other scheduling notices (e.g., quality control, GR 
hearings, and appeals); 
d. Periodic reporting notices; 
e. Contact letters; 
f. Notices informing the applicant, participant, 
caregiver, sponsor or authorized representative of a 
change in worker, telephone hours or Local Office Site; 
g. Information notices and stuffers; 
h. Case-specific verification/referral forms; 
i. GR Vendor notices; 
k. Court-mandated notices, including Balderas notices; 
l. SSIAP appointment notices; 
m. Withdrawal forms; 
n. COLA notices; 
o. Time limit notices; 
p. Transitioning of aid notices; 
q. Interface triggered forms and notices (e.g., IFDS, 
IEVS); 
r. Non-compliance and sanction notices; 
s. Benefit issuance and benefit recovery forms and 
notices, including reminder notices; 
t. Corrective NOAs on State Fair Hearing decisions; 
u. CSC paper ID cards with LRS-generated access 
information; and 
v. CSC PIN notices. 

CSF 139 and 
CSF 140 are 
being added in 
all available 
threshold 
languages. 
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1 OVERVIEW 
The current CalSAWS GA/GR grant calculation for Tulare is not in accordance with 
CalWIN’s calculation. The total grant in CalSAWS is fixed at single person home rate of 
$262 regardless of the shared housing living arrangement. For 2 person cases, the 
housing grant is never given even when housing expenses exist. 

1.1 Current Design 
Grants for 1 person are fixed to a $226 standard amount regardless of the number 
of people the person is living with. For 2 person cases, the housing grant is never 
given even when housing expenses exist. 

1.2 Requests 
Follow the CalWIN standards of assistance charts for the appropriate benefit 
calculations given in the recommendations section. 

1.3 Overview of Recommendations 
1. Follow the standards of assistance charts for single person sharing the 

household and 2 person cases. 
2. Change the admin Grant Amount limit for two household members from $389 

to $349 on the County Parameter Detail page 

1.4 Assumptions 
1. --. 

2 RECOMMENDATIONS 

2.1 EDBC Standard Grant Calculation 

2.1.1 Overview 
The grant calculation will follow the standards of assistance chart below. 

2.1.2 Description of Changes 
1.  Modify Tulare’s existing grant calculation for shared housing to follow 

the chart below. The housing allowance is given in full whenever 
housing expenses exist. Food is given in full whenever the Food Needs 
Met indicator has ‘N’ on the Living Arrangements Detail page. The 
‘Other’ amount is always given, and it will be given towards Housing 
when Housing Needs Met is ‘N’ or both Housing Needs Met and Food 
Needs Met are ‘Y’, else it is given to the Food amount for any other 
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combination of those indicators. See example scenarios in supporting 
documents. 

Size of Budget Unit Max rate Housing Allowance 
(full amount given IF 
housing expenses > 
0) 

Food  

(given only if 
Food Needs Met 
= N) 

Other 

(always given towards 
Housing if Housing Needs 
Met is ‘N’ or both Housing 
Need Met and Food Need 
Met are ‘Y’, else given to 
Food)  

1 person (living 
alone) 

$262 $159 $63 $40 

1 person (living with 
one) 

$222 $135 $47 $40 

1 person (living with 
two) 

$209 $127 $42 $40 

1 person (living with 
3 or more) 

$196 $119 $37 $40 

 
2. For 2 applicant cases, the grant is given by the chart below. The 

housing allowance is given in full whenever housing expenses exist with 
both persons as contributors. Food is given in full on a per person basis 
whenever the Food Needs Met indicator has ‘N’ on the Living 
Arrangements Detail page. The ‘Other’ amount is always given, and it 
will be given towards Housing when Housing Needs Met is ‘N’ or both 
Housing Needs Met and Food Needs Met are ‘Y’, else it is given to the 
Food amount for any other combination of those indicators. See 
example scenarios in supporting documents. 

Multiple Person 
Budget Unit 

Max Rate Housing 
Allowance 
(given IF housing 
expenses > 0) 

Food  

(given only if 
Food Needs Met 
= N) 

Other 

(always given towards Housing if Housing 
Needs Met is ‘N’ or both Housing Need Met 
and Food Need Met are ‘Y’, else given to 
Food) 

2 persons (living 
alone or with 

others) 

$429 $212 total $68.5 per person $40 per person 

 
3. Change the admin Grant Amount limit for two household members 

from $389 to $349 on the County Parameter Detail page. 
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3 SUPPORTING DOCUMENTS 
 

Number Functional 
Area 

Description Attachment  

1 EDBC Benefit Calculation 
Scenarios 

CA-254289 Tulare scenarios.xlsx 
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1 OVERVIEW 
The current CalSAWS GA/GR grant calculation for Contra Costa is not in accordance 
with CalWIN’s calculation. For one applicant sharing the household, total grant in 
CalSAWS is fixed at $336 regardless of the shared housing living arrangement, the 
maximum housing grant is always given even when the expenses are below that 
amount, and the benefit is not being split into housing allowance and personal needs. 
For 2 applicant cases, the exempt grant amount is never used, and the max household 
amount is always given even when there are no housing expenses. In-kind unearned 
income is not deducted from the personal need amount. In CalFresh and GA/GR 
combo cases when shelter expenses should only apply to CalFresh, GA/GR will also get 
the housing grant, with the only workaround to deduct from the GA/GR housing grant 
being to add income. 

1.1 Current Design 
Grants for 1 person are fixed to a $336 standard amount regardless of the number of 
people the person is living with, the maximum housing grant is always given even when 
the expenses are below that amount, and the benefit is not being split into housing 
allowance and personal needs. For 2 applicant cases, the exempt grant amount is 
never used, and the max household amount is always given even when there are no 
housing expenses. In-kind unearned income is not deducted from the personal need 
amount. In CalFresh and GA/GR combo cases when shelter expenses should only apply 
to CalFresh, GA/GR will also get the housing grant, with the only workaround to deduct 
from the GA/GR housing grant being to add income. 

 

1.2 Requests 
Follow the CalWIN standards of assistance charts for the appropriate benefit 
calculations given in the recommendations section. A breakdown of the grant 
amount will be given when the worker clicks on the Potential Budget amount in 
the GA/GR budget section of the EDBC page. A new type will be added on the 
GA/GR County Option Detail page, along with an amount field. 

1.3 Overview of Recommendations 
1. Modify EDBC to follow the standards of assistance chart in determining grant 

amounts. 
2. A breakdown of the grant will be given when the worker clicks the Potential 

Grant amount on the GA/GR budget section of the EDBC summary page. 
3. Add a GA/GR County Option of ‘Housing Need Deduction’ for the worker to 

specify an amount to deduct from GA/GR’s housing need grant in the context 
of a CalFresh and GA/GR combo case. 

1.4 Assumptions 
- 
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2 RECOMMENDATIONS 

2.1 EDBC Standard Grant Calculation 

2.1.1 Overview 
The grant calculation will follow the standards of assistance chart below. 

2.1.2 Description of Changes 
1.  Modify the existing grant calculation for Contra Costa to follow the 

chart below. Housing Allowance column represents the maximum 
amount that will be given if the housing expense given surpasses that 
amount. Food/Personal/Transportation need amounts are fixed 
amounts that do not vary based on the worker’s input. 

 
Size of Budget Unit Standard of Aid Housing Allowance 

(53% of total) 
Food, Personal Needs and 
Basic Transportation 

(43% of total) 

1 Employable (living 
alone) 

$336 $178 $158 

1 Employable (living 
with one) 

$286 
(85% of $336) 

$152 $134 

1 Employable (living 
with two) 

$269 
(80%) 

$143 $126 

1 Employable (living 
with 3 or more) 

$252 
(75%) 

$134 $118 

1 Unemployable 
(living alone) 

$375 
(70%) 

$199 $176 

1 Employable (living 
alone) 

$319 
(65% of $336) 

$169 $150 

1 Employable (living 
alone) 

$300 
(85% of $336) 

$159 $141 

1 Employable (living 
alone) 

$281 
(85% of $336) 

$149 $132 

 
2. For 2 applicant cases the grants are as follows. 
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Multiple Person 
Budget Unit 

Standard of Aid Housing Allowance 
(53% of total) 

Food, Personal Needs and 
Basic Transportation 

(43% of total) 

Total Total Total 

2 persons (1 or both 
employable, living 

alone or with others) 

$454 $241 $213 

2 persons (both 
unemployable, 

living alone or with 
others) 

$505 $268 $237 

 
3. In 2 person cases where only one person passed, the amounts are cut 

in half and rounded up. Note: only the passing person’s housing 
expenses should be counted. 

Multiple Person 
Budget Unit 

Standard of Aid Housing Allowance 
(53% of total) 

Food, Personal Needs and 
Basic Transportation 

(43% of total) 

Total Total Total 

2 persons (1 or both 
employable, living 

alone or with others) 

$227 $121 $107 

2 persons (both 
unemployable, 

living alone or with 
others) 

$253 $134 $119 

 
 

2.2 Aid in-kind unearned income deduction 

2.2.1 Overview 
In addition to the calculation given in requirement 2.1, also deduct any 
aid in-kind unearned income from the personal need amounts. 

2.2.2 Description of Changes 
1. Single applicant with shared housing – deduct any aid in-kind unearned 

income from the personal need amounts given in section 2.1. If the 
result of the deduction is less than zero on the personal need amount, 
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then the case fails. The new chart with the in-kind deductions applied is 
given below.  

 
Size of Budget Unit Standard of Aid Housing Allowance 

(53% of total) 
Food, Personal Needs and 
Basic Transportation 

(43% of total) 

1 Employable (living 
alone) 

$336 $178 $158 minus aid in-kind 

1 Employable (living 
with one) 

$286 
(85% of $336) 

$152 $134 minus aid in-kind 

1 Employable (living 
with two) 

$269 
(80%) 

$143 $126 minus aid in-kind 

1 Employable (living 
with 3 or more) 

$252 
(75%) 

$134 $118 minus aid in-kind 

1 Unemployable 
(living alone) 

$375 
(70%) 

$199 $176 minus aid in-kind 

1 Employable (living 
alone) 

$319 
(65% of $336) 

$169 $150 minus aid in-kind 

1 Employable (living 
alone) 

$300 
(85% of $336) 

$159 $141 minus aid in-kind 

1 Employable (living 
alone) 

$281 
(85% of $336) 

$149 $132 minus aid in-kind 

 
2. Two applicants shared housing – the total in-kind unearned income from all 

passing members will be deducted from the total personal needs amount. If 
the result of the deduction would be less than zero then the program fails. 

Multiple Person 
Budget Unit 

Standard of Aid Housing Allowance 
(53% of total) 

Food, Personal Needs and 
Basic Transportation 

(43% of total) 

Total Total Total 

2 persons (1 or both 
employable, living 

alone or with others) 

$454 $241 $213 minus aid in-kind 
 
 

2 persons (both 
unemployable, 

living alone or with 
others) 

$505 $268 $237 minus aid in-kind 
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3. In 2 person cases where only one person passed, the amounts are cut in half 
and rounded up. Note: only the passing person’s housing expenses and in-kind 
unearned income should be counted. 

Multiple Person 
Budget Unit 

Standard of Aid Housing Allowance 
(53% of total) 

Food, Personal Needs and 
Basic Transportation 

(43% of total) 

Total Total Total 

2 persons (1 or both 
employable, living 

alone or with others) 

$227 $121 $107 minus aid in-kind 
 
 

2 persons (both 
unemployable, 

living alone or with 
others) 

$253 $134 $119 minus aid in-kind 

 
4. As shown in the charts above, the total grant will be split into Housing and 

Personal, and this breakdown will be viewable when the Potential Grant 
amount is clicked on the GA/GR budget section of the EDBC summary. 
 

 
Figure 2.1.1 – GA/GR Automated Solution EDBC Summary 
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Figure 2.1.2 – GA/GR Automated Solution EDBC Summary 

 

2.2.3 Programs Impacted 
GA/GR 

2.2.4 Performance Impacts 
N/A 

2.3 County option for CalFresh and GA/GR combo case 

2.3.1 Overview 
In some CalFresh and GA/GR combo cases, the housing expenses should 
only be counted towards CalFresh. To accommodate this in CalSAWS, a 
GA/GR county option of type ‘Housing Need Deduction’ will be added 
on the GA/GR County Options Detail page, along with a new ‘Amount’ 
field for added flexibility in deducting whatever amount necessary from 
the housing allowance. 

2.3.2 Description of Changes 
 
 

1. On the GA/GR County Options Detail page, add a new CT10698 Type 
of ‘Housing Need Deduction’ along with an ‘Amount’ field. The amount 
entered will be deducted from the housing allowance portion of the 
benefit. NOTE: if the amount to deduct is greater than the housing 
allowance portion, then it will be deducted from the total benefit 
allotment. See scenarios in section 2.3.2. 
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2.3.1 GA/GR County Options Detail Mockup 
 

 
Figure 2.1.3 – GA/GR County Options Detail 

 

2.3.2 Example Scenarios 
Note: these examples assume the maximum Housing Needs amount is $178 per living arrangement. 

Scenario 

Shelter 
Expenses 

Applicable to 
only CalFresh 

Program 

Housing 
Needs 

Food 
Needs Total Benefit 

Housing Need 
Deduction 

from county option 
page 

Net Benefit 

When no 
shelter 
expenses 0 0 158 158 0 158 
When shelter 
expenses less 
than the limit 100 100 158 258 100 158 
When shelter 
expenses 
equal to the 
limit 178 178 158 336 178 158 
When shelter 
expenses more 
than the limit 
but deducting 
the limit 
amount 200 178 158 336 178 158 
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When shelter 
expenses more 
than the limit 
but deducting 
more than limit 
amount 200 178 158 336 200 136 

 
 

3 SUPPORTING DOCUMENTS 
 

Number Functional 
Area 

Description Attachment  

1 EDBC Benefit Calculation 
Scenarios for 2.1 on excel 
sheet 1 and 2.2 on sheet 2 

ca-254290 Contra Costa 
scenarios 

 
 

https://calacesorg.sharepoint.com/:x:/r/sites/CalACES-Project/_layouts/15/Doc.aspx?sourcedoc=%7B2B98D6AC-1CB4-4EB2-A503-70FF879F6B86%7D&file=CA-254290%20Contra%20Costa%20scenarios.xlsx&action=default&mobileredirect=true
https://calacesorg.sharepoint.com/:x:/r/sites/CalACES-Project/_layouts/15/Doc.aspx?sourcedoc=%7B2B98D6AC-1CB4-4EB2-A503-70FF879F6B86%7D&file=CA-254290%20Contra%20Costa%20scenarios.xlsx&action=default&mobileredirect=true
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1 OVERVIEW 
This request will add the Welcome and Authentication voice bot functionalities to Yolo 
County. These voice bots are being rolled out statewide following a successful pilot at 
San Bernardino [CA-245963].  

1.1 Current Design 
In the current design, there are no automated voice bots in Yolo County.  

1.2 Requests 
Add the voice bots into Yolo County.  

1.3 Overview of Recommendations 
1. Deploy Voice Bots 

1.4 Assumptions 
1. There is no difference in core functionality between the bots to be deployed in 

this county vs. the pilot bot. 
2. Reports will be sent out automatically at a daily cadence. 
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2 RECOMMENDATIONS 
 

2.1 Deploy the Voice Bots 

2.1.1 Overview 
The recommendation is to deploy the Welcome and Authentication bots 
to the IVR for Yolo County. These bots will assist customers in the Welcome 
process and automate the authentication process using voice [IVR]. 

2.1.2 Description of Changes 
1. Create bi-lingual voice bots [English/Spanish] to assist callers with 

questions. 
 

2. Build reports to be sent to county at a recurring cadence.  
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3 SUPPORTING DOCUMENTS 

Number Functional 
Area 

Description Attachment  

1 IVR Yolo County Call Flow [Visio] Attached on Jira 
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4 APPENDIX 
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1 OVERVIEW 
This system change request (SCR) outlines the updates to the current Medi-Cal 
redetermination (RE) packets to include missing aid codes. 

1.1 Current Design 
The system does not generate a renewal packet when all active members in a 
Medi-Cal program are on Transitional Medi-Cal (aid codes 59 or 5T) or Four-Month 
Continuing Medi-Cal (aid codes 54 & 5W). In addition, the system does not 
generate a renewal packet when the only active member is active on aid code 
P9 with a passing budget of Deemed Protection without SOC. 

1.2 Requests 
1. Update the aid code to packet mapping to include aid codes 59, 5T, 54 & 5W 

as aid codes that will generate a renewal packet. 
 

2. Update the system to generate a renewal packet when the only active person 
on the case is on aid code P9 with a passing budget of Deemed Protection 
without SOC. 

1.3 Overview of Recommendations 
1. Update the Non-MAGI RE packet sweep job and Mixed HH RE Packet sweep 

job to generate the respective packets when any of the active members are 
on aid codes 59, 5T, 54 or 5W in addition to all the existing trigger conditions. 
 

2. Update the MAGI packet sweep job and Mixed HH RE packet sweep job to 
generate the respective packets for P9 aid code excluding the passing MAGI 
budget condition. 

1.4 Assumptions 
1. There are no verbiage changes to the MAGI, Non-MAGI, and Mixed Household 

RE packets. 
2. When all household members are granted TMC their renewal date is pushed out 

to the end of the TMC period. 
3. When the only active member is a deemed child under aid code P9, the 

renewal date is pushed out to the month in which the child turns 1 year old. 
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2 RECOMMENDATIONS 

2.1 Adding aid codes to Non MAGI RE Packet 

2.1.1 Overview 
Generate Non-MAGI RE packet when all active members in a Medi-Cal 
program are on Transitional Medi-Cal (aid codes 59 or 5T) or Four-Month 
Continuing Medi-Cal (aid codes 54 & 5W). With this change Mixed MAGI 
RE packet also will generate for Transitional Medi-Cal (aid codes 59 or 5T) 
or Four-Month Continuing Medi-Cal (aid codes 54 & 5W). 

2.1.2 Description of Change 
1. Update CT184 to generate Non- MAGI RE packet for Transitional Medi-

Cal aid codes 59 and 5T), Four-Month Continuing Medi-Cal aid codes 
54 and 5W. 
Technical Note: End date the current entries for the aid codes 59, 5T, 
54 and 5W. Copy the same values in new entries and set 
REFER_TABLE_22_DESCR value to ‘Non-MAGI Packet’. 

2.2 Exclude passed MAGI budget condition for P9 aid code 

2.2.1 Overview 
Generate MAGI RE Packet and Mixed MAGI RE Packet by excluding 
passed MAGI budget condition only for P9 aid code. 

2.2.2 Description of Change 
1. Exclude passed MAGI budget condition only for P9 aid code in MAGI 

RE Packet trigger. 
 

2. Exclude passed MAGI budget condition only for P9 aid code in Mixed 
MAGI RE Packet trigger. 

 

2.3 Regression test all Medi-Cal RE Packets 

2.3.1 Overview 
Regression test the MAGI, Non-MAGI, and Mixed Household RE packets for 
Los Angeles county and Migration counties. 
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2.3.2 Description of Change 
1. Regression test the MAGI, Non-MAGI, and Mixed Household RE 

packets for Los Angeles county. 
 

2. Regression test the MAGI, Non-MAGI, and Mixed Household RE 
packets for Migration counties. 

3 SUPPORTING DOCUMENTS 
 

Number Functional Area Description Attachment  

N/A N/A N/A N/A 

4 REQUIREMENTS 

4.1 Project Requirements 
REQ # REQUIREMENT TEXT How Requirement Met 
2.18.3.3 The LRS shall produce various notices, 

NOAs, forms, letters, stuffers, and flyers, 
including: 
a. Appointment notices; 
b. Redetermination, Recertification, 
and/or Annual Agreement notices and 
forms; 
c. Other scheduling notices (e.g., quality 
control, GR hearings, and appeals); 
d. Periodic reporting notices; 
e. Contact letters; 
f. Notices informing the applicant, 
participant, caregiver, sponsor or 
authorized representative of a change in 
worker, telephone hours or Local Office 
Site; 
g. Information notices and stuffers; 
h. Case-specific verification/referral forms; 
i. GR Vendor notices; 
k. Court-mandated notices, including 
Balderas notices; 
l. SSIAP appointment notices; 
m. Withdrawal forms; 

Update the Aid Code to 
Packet Mapping for TMC, FMC 
& Deemed Children in 
CalSAWS to generate MAGI, 
Non-MAGI, and Mixed 
Household RE packets. 
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n. COLA notices; 
o. Time limit notices; 
p. Transitioning of aid notices; 
q. Interface triggered forms and notices 
(e.g., IFDS, IEVS); 
r. Non-compliance and sanction notices; 
s. Benefit issuance and benefit recovery 
forms and notices, including reminder 
notices; 
t. Corrective NOAs on State Fair Hearing 
decisions; 
u. CSC paper ID cards with LRS-generated 
access information; and 
v. CSC PIN notices. 
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