Let’'s Take a Break!
We'll resume at 2:30 AM

Enjoy the neighborhood as you
go to your next Breakout Sessions!
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Breakout Session 4
Optimizing Your Contact Center
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Optimizing Your Contact Center
Welcome to Our Local Telephone Company

We'll hear about...

= Courtesy Call Back

= Webchat

= Workforce Management

= Arfificial Inteligence and Bofts

= Upcoming Features and Enhancements

= Operationalizihg Contact Centers

ommuni
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Courtesy Call Back

Cultivating CalSAWS Community

Breakout Session 4




% Courtesy Call Back (CCB) in CalSAWS
ey, [1OW CoUNTiEes Use Courtesy Callback

Courtesy Call Back gives callers the option to have an agent return their
calls rather than wait on hold.

@ @ A better customer
experience
19 Counties 130,847 Callers (15%) +
Offer Courtesy Call — Took Advantage of — Improved call center
Back CCB in November performance
+
Reduced AWS Usage
Costs
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V% Courtesy Call Back in CalSAWS

'. %L — Benefits to Customers and Counties

Cultivating CalSAWS Community

00o @@

0Q0 @ N

- > .~

Benefit to Customers: Benefit to Counties:

« Saves fime - Rather than waiting on * Improved call center performance -
hold, customer can hang up and Reduced call abandon rates, while
receive a call back when an agent is Improving customer experience.

ilable.
available « Lower Cost - Due to the pay as you go

« Avoids hold frustration - Being put on nature of Amazon Connect, no charges
hold can be frustrating for customers. are incurred while customers wait in the
Courtesy callback eliminates this virtual/callback queue, reducing overall
annoyance. contact center costs
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2% Courtesy Call Back in CalSAWS

9 Upcoming Enhancements

Cultivating CalSAWS Community

1  Scheduled Callbacks

Flexibility — When customers call after hours, they can schedule a callback at @
specific time that fits their schedule.

Voicemail Detection

Optimization — Solution can detect voicemail as an unsuccessful courtesy call back
attempt. This is a future roadmap item that AWS will release when the functionality is
ready.

%

Customer-First Callbacks

Proof of Conceptin Progress — Customer-First Callbacks ensure the customer is first on
the line before routing the call fo an agent.
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Webchat
« Webchat 101
« San Bernardino Usage of Webchat

Cultivating CalSAWS Community

Breakout Session 4




2% Webchat in CalSAWS
% ~ Advantages, Facts and Myths Around Webchat

Webchat 101 \) (/ Direct Advantages of Webchat
+ Allows customers to chat with agents * Increased agent productivity
via desktop, laptop, tablet or .

foh Lower AWS usage costs

smartphone . . : :
P . ) . « Limited translation services needed if
« Allrequired technical capabilities 00 GenAl is Used

offered within CalSAWS

O O
County Considerations for Webchat Other Potential Advantages of Webchat
« Counties may need more agents to offer « Counties can better assess why customers
webchat call by using analyfics.
« Some customers prefer chat over « Opportunity for increased automation and
traditional phone channels self service
« Not all call types are suited over chat « Improved contact center performance

CalSAWS | January 2024 Conference and Celebration - JPA Member Representatives Meeting




Let’'s hear from

about their webchat successes
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V% Webchat

% mmmmm . San Bernardino

Webchat

Supports BenefitsCal.com to
assist with technical issues
rather than answer program
specific questions.

August 2023 — November 2023
= Chats received: 31,380

** Monthly average: 7,845
= Chats completed: 27,509

Web Chat is staffed daily by an
average of four agents:

= WEX-4

Primarily staffed by Work

Experience (WEX) = Office Assistant — 2 . " |
employees (Welfare-to-Work « Eligibility Worker — 1 * Monthly average: 6,577
participants gaining = Average chat time: 6:02

experience in temporary

) = Average speed of answer: 7:51

i SAN BERNARDINO
COUNTY Transitional Assistance
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SAN BERNARDINO

COUNTY




Workforce Management

Breakout Session 4



=% Workforce Management (WFM) in CalSAWS
. X . WFM Overview

ccccccccccccccccccccccccccc

WFM/Reporting
Workforce Management (WFM) 101
« Responsible for forecasting and scheduling agents to ensure the contact center is properly
staffed to take inbound calls
- Sefts daily schedules for all agents and schedules vacations, tfraining, coaching sessions, and
overtime
- WFM also provides reporting information to management

WFM focuses on the following key processes:
« Forecasting
« Scheduling
* Analysis
« Reporting

The main objective is to ensure enough phone coverage for anticipated calls using forecasting
and scheduling resources, and to monitor and report the progress of the contact center
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Let’'s hear from

about their Workforce Management
successes
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2% Workforce Management

Cultivating CalSAWS Community

Scheduling/Forecasting

* Leverage call volumes and other data from past three months to help create
future schedules based on the forecasted volumes

« Coverage for languages
* Program specific coverage
« Scheduling staff availability around meetings and required training

* Predict SLAs based on staffing availability
« Time off reporting/scheduling

Analysis/Reporting
« Real time and historical reporting
* Analyze and report on detailed staff adherence to schedules

- Track staffing attendance
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Community
Census/Poll
Instructions:

1. Gofto
~ menti.com

2. Enfer code

3. Answer
questions

Join at
menti.com

Use code

9290 6963

WiFi Password:
CalSAWS2024

Community Census / Poll
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'o; Artificial Intelligence and Bots

« Robotic Process Automation (RPA)
 Voice Bofts
« CalSAWS Virtual Assistant

Cultivating CalSAWS Community

Breakout Session 4




Let’'s hear from

about their RPA successes

CalSAWS | January 2024 Conference and Celebration - JPA Member Representatives Meeting



Roboftic Process Automation (RPA)
LA County’s Use of RPA in Contact Center — EBT Card Replacement in the IVR

Interactive _
Customer calls Voice Customer IVR PI-’OVIdeS' Self-
Contact Center Response authenticates V|ce opt
(IVR)

Customer selects
the self service IVR sends EBT

option, Request - replacement task
EBT card to CalSAWS

replacement

RPA sweeps for
task and
automates the
card

RPA replacement,
marks task
complete and
Case Journals
completion

Customer
requests EBT BenefitsCal

card
replacement

BenefitsCal
sends EBT
replacement
task to CalSAWS

Customer signs
onto BenefitsCal
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-% Robotic Process Automation (RPA)

-

ey LA CoUNtY's Use of RPA in Contact Center - RPA by the Numbers
RPA Transactions — 10.13.21 to 1.24.24 RPA Processing Sample Month
120,000 (November 2023)
IVR EBT 1,610
100,000 replacement requests
BenefitsCal EBT 3,637
replacement requests
80,000
Total 5,247
60,000
40,000 - Reduced EBT replacement
turnaround time
20,000

e Reduced customer call time

e Reduced call volume

Number of RPA transactions

m Benefits Cal m|VR
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2% Voice BOTS

Cultivating CalSAWS Community

/- Welcome Bot Perfformance \

Successful: Bot identifies the customer's S D
I \ Total Calls
reason for calling, including the customer

Welcome Bot Calls

ki i tedto A t 3
asking/being routed to Agents 2: Longuoges suppor’red

- Unsuccessful: Bot cannot identify /

caller's reason for calling

Afttempts to Identify Intent

Voluntary Exit: Caller asks for an ogenf

/- Authentication Bot Performance \ N Total Calls

gE Languages supported

Successful: Caller successfully
18% authenticates their identity using two @I Options for Authentication
o

unique pieces of personal information

- Unsuccessful: Caller exnausts all

authentication options and bot cannot Industry

identify them Benchmarks Voluntary Exit
Rate

\ - Voluntary Exit: Caller asks for an agent
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22 Voice BOTS
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Cultivating CalSAWS Community

UPCOMING ENHANCEMENTS

01 Updating Utterances
Add over 200 currently unknown utterances

Updating Bot Prompts
Shorten and edit prompt for efficiency and clarity.

03 Increase time users allowed to speak
Increase input timeout from 5 to 7 seconds

N

January
2024
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LONG TERM ENHANCEMENTS

Add New Intents and enable recording
Enable recording in AWS

m Additional Reporting Automation

Automate reporting and dashboard in a platform like
Kibana

Redesign Authentication Attempts

Reduce number of attempted to authenticate per metric




) “.».'
e LT -

-% Virtual Assistants
e HOW Artificial Intelligence Assists Agents

Virtual Assistant data from 2/20/2023 (Initial Launch) through 12/31/2023

Key Performance Metrics

61.7K 304.6K 88.1% 332

Total Conversations Total Messages Response Rate Total Use Cases
Total unique sessions with the VA Total messages sent to the VA Percent of messages that the Total pre-defined questions and
VA has a response for answers deployed as of 12/21

User Feedback

RE‘SPDHSE‘ Rate Since Launch User feedback Is opfional
I CC et
s Good
N g e Average
\_ /\N \/\-\ B R Poor
NT e

1.4% of users left feedback
527 of users who gave feedback lefta
qualitative cormment

Response Rate %

Sentiment FromEnd Users

"Great tool to have to figure out how to do a task that is

E oy _:-‘ | :1:' \:‘ z ‘:-: o ::_ .,_H _';: = _':_ " :_\ — -Q __'l_\,_.': ;; :-_.: ::\ _":_ Vel'y deto‘led"
=T T e e e - - B = = == -~ R ; : ¢
o P T = <~ T T T = = . —_ "This chat is fast and breaks down step by step instead of
g B s S e e N om = having fo look for JA. This is a nice feature to have.”
i e e = W m @ L - e R LI L aving to look for JA. This is a nice feature to have.
o] =+ Ly -0 Ir A e , - o
Dat - = - T = “This fool gave me great information

End Users Want...

“More subjects”

"More oplions on what we can ask”
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Upcoming Features and Enhancements

Breakout Session 4



2% Upcoming Features and Enhancements
% — New Features in Amazon Lex

What is Lex?

Q « Lexis a conversational Al service that works with voice and text to help you build
o° chatbofs.

 Lex allows bots to understand intent, maintain context, and automate tasks.
« |tis the technology behind the chatbots CalSAWS uses today.

Generative Al features

« Natural and accurate responses to FAQSs goes beyond task-oriented dialogue.
« Al assisted slotf resolution provides intelligence baked into self-service experiences.
« CalSAWS Call Summarization POC.

@\ Enhanced Analytics
* Measure business performance of Lex interaction, use the data to tune bofts faster
and innovate on self-service using data based on customer interaction.
aoc3
(| —
aoc3

Custom Vocabulary
« Easily enhance Lex’s ability to process speech input.
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Cultivating CalSAWS Community

Contact Center Reporting
Upcoming Changes in E-Gain

IVR Exit Point Reporting - (~February 2024)

» |dentify which nodes in the Contact Flow ended a call or transferred it to an agent.
Where is the Contact Flow failing to provide self service?

Contact Atiribute Reporting (Self-Service Reporting) - (~July 2024)

- Contact aftributes can be populated in contact flows, for example to categorize calll
drivers. The values that are populated can be reported in Analytics. CalSAWS will
leverage this functionality to enable counties to report on self-service usage.

Day-of-the-week and Time-of-day Filtering - (~August 2024)

« Reports showing daily, weekly or monthly data can be filtered to include/exclude
specific hours-of-the-day and days-of-the-week (e.g., show what a typical morning shift
or a typical Wednesday looks like).

Improved Data Processing for Historical Reports - (~February 2024)

« R21 processes historical data ~12 hours faster than the previous version. This results in
historical reports being available within ~12 hours vs. ~24 hours that it was in the older
version.
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Operationalizing Contact Centers

Breakout Session 4



-*: Operationalizing Contact Centers
e« HOW San Bernardino Promotes Its Contact Center

TAD Change Management

TAD’s approach to change management emphasizes the importance of preparation — the more prepared staff and

customers are, the greater the success that can be achieved in implementing new policy and introducing new
technology. TAD uses the following methods to ensure staff and customers are optimally prepared:

Customers

Postcards/brochures

Online videos

Facebook posts

Interactive Voice Response (IVR)
messaging

Text message notifications
Public Wi-Fi

Lobby messaging/videos

Staff

Regular unit staff meetings

Unit huddles for urgent updates
All-staff meetings

Easy-access policy handbooks
Regular policy updates

Flyers

Informational videos

Transitional Assistance

SAN BERNARDINO
< COUNTY
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Cultivating CalSAWS Community

BenefitsCal

Ioenefitscald1ss - 7.69K subscribers 10 videos

Home Videos Playlists Community

m Popular Oldest

Support
‘ﬂ - ~How to Request
BenefitsCal Link a Case
&
vwh P Cavn
Caveime  Amibasen  Aslirase
[1:01]
Weloome 1o BenefitsCal with Robin H BenefitaCal: How 10 request support from

your caseworker

53K viwws + B menths sgo

Customer
Dashboard

Download
Verification of

Upload
Documents

Benefits
> o e T »
- ® q
o = o Benefitsgery \ - i Benet XD
BenefmaCal: How to download your BenefitaCal: How to upload & document BenefitaCal Customer Dashboard Overview

Verification of Benefits 10K Ainwse + § montns age 5 7K viaws - 9 mantha ags

15K viewe

Periodic Disaster CalFresh

Reporting
i'— PPN .— — :mi._ —

BeneftsCal Pedodic Report (SAR7)

CalFresh

BenefitaCal: How 10 submit & CalFresh
recertification

BenefnsCal. Disaster CalFresh

K views + 2 yours 49 LAK views ¢ 2 pours ay

RIC viows = 2 ywars ag

How to Apply for o
Benefits

How to Report a

. How to Create an®
Account

Change

o
L tnnntto i W ot T e —
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Recertification

Operationalizing Contact Centers
How San Bernardino Promotes Its Contact Center

- Two Way
Messaging

; > @
BeneftsCal: How to view your messages and !
notices

W BonofiCED

" GO

Community
. Based
Organizations

B ®
‘ - R Benet EIEDD

BenefitaCal: Community Based Organization
(CDO) Accouns

\he wgo

=N
Medi-Cal Renewals

= S 1’ |

BenefiteCal; How to submit 4 Medi-Cal
renewal

How to Reset o
Your Password

N
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Operationalizihg Contact Centers
How San Bernardino Promotes Its Contact Center

Cultivating CalSAWS Community

(C ’ San Bernardino County Transitional Assistance Department

< (TAD)
January 23, 2022 - Q

Looking for an easier way to keep you benefits up to date? We have
you covered. Get CalFresh alerts delivered right to your phone. Text
CalTEXT to 72422 to get started or learn more at
https.//wp.sbcounty.gov/tad/CalFreshtexts/

(c;)'um Stay on track with
| CalFresh Texts.

We didn't get your Recertification.
Please call (877) 410-8829 so
your benefits don't stop.

You have an appointment on Tuesday
at 3 p.m. Questions? (877) 410-8829.

SAN BERNARDINO

COUNTY Transitional Assistance cb Like O Comment
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Cultivating CalSAWS Community

Need information about your case?

Customer Service Center ((5C) SAN BERD N
Call the CSC at 1-877-410-8829 to: EEBGW}P\} S E I' F
. %eac:‘t;:esft (aE ragrg;lcag::;nent Electronic Benefit S E RV l c E
+ Reschedule appointments

Options

« Obtain case/benefit information, worker
information, office hours, and locations

« Request forms, proof of income, and an IVR
Personal Identification Number (PIN)

« Report changes

» Speak to a worker

In alocal TAD office? Try the kiosk!

Skip the reception line to:

+ Scan in documents

« Check-in for appointments

» Request EBT cards, Benefit Identification
Cards (BICs), and supportive services

» Request to see a worker

« Pick up mail/documents

The kiosk can provide a receipt!

‘ mﬁ:m&)
COUNTY

TRANSITIONAL ASSISTANCE
DEPARTMENT (TAD)
1-B7T- 4106829

TAD 5SS 411 1 {0821

SAN BERNARDINO

COUNTY

Transitional Assistance
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Operationalizihg Contact Centers
How San Bernardino Promotes Its Contact Center

Do you have internet access? Check out BenefitsCal.com!
The BenefitsCal website allows you to:

=2 + Apply for benefits
P « Submit your:
ﬁ - Semi-Annual Reports (SAR 7s}

- Re-Evaluations (REs)Recertifications {(RCs)
BenefitsCal - aeport change:
+ Roceive messages
+ Obtaln benefit and case information

Got a smart phone or mobile device?
Access your BenefitsCal account 24/7
You can even submit documents using your smart phone camera!

Follow the steps balow to create a BenefitsCal account:

1| Acoess BenefitsCal by gaing to www BenefitsCal com
2 Oickthe Create An Account hyperlink
= Anatwwr all quustions [Best and last name, smal, passward, and
mobide phone nurmbee)
+ Check the Consent / Terms and Conditions boxes
|+ Chek the Next button
+ Select three seausity guestions
4  + Provide answers for each question
|+ Chek the Create Accosnt button
+ Check your emall for a six-dign verification code
S |« Enterthe code into the Verification Code field
+ Chek the Submit button

Don't forget 1o link your BenefitsCal account to your casel

1 LogInto your BenefitsCal account at www.BenefitsCal.com
2 Click the Link & case hyperlink
« Provide your date of birth and 1ip code
+ Enterone of the following:
1. Last d-digits of your Socml Security Numbsr (55N,
2. Electronic Benefit Transfer (E8T) card number, of
3. Case number
« Click the Next button

Electronic Notices and Text Messages!

With Electronic Notices all notices, forms, and reports will
be posted to your secure BenefitsCal account giving you
easy access to Information about your case/benefits. You
will not recetve paper mall except when It is related to state
hearings. We will send you an email when correspondence
is available in your account.

With Text Messaging, we will send a courtesy text
message to your mobile phone Informing you of
Important case Information.

Yo sign up for Electronic Notifications and Text Mussages:
1 Loginto your BenefitsCal account st www llenefitsCal.com
Click the User Profle icon in the top nght comer to display Your

2 _Account Settings
3 Sefect G ) Pref from the menu
4 Shicke the 10ggles 1o the left to activate Electronic Notices and Text

Messages, and clck the UPDATE button

You can also sign up for Text Messaging
by texting CALTENT to 72422,
Interactive Voice Response (IVR) System!

Recelve automated phone messages to remind you of missing documents
and upcoming appointments. To sign up, speak with a worker at an office
orcal 1-877-410-8829

Live Web Chat!

For general information or technical gquestions BenefitsCal allows you
to “chat® onfine with a worker, Log in to your BenefitsCal account and
click the Live Web Chat link at the top of the screen.

EAAE
Scan this QR code to apply '
for benefits today! [=]; |




sz Operationalizing Contact Centers
% ~ How San Bernardino Promotes Its Contact Center

SAN MEENARIMNO

COL] NT\' ‘ Tramsitional Assistance

TOOLKIT

Application/Re-Evaluation [RE)/ Reporting for more on:

- RERequirements, and .

- General Relief ( GR) Notifications. \Q’
+ Tips and Tricks for Interactive Flyers #23-085.

@ (lick To Start Training

‘ SAN BERNARDINO
COUNTY Transitional Assistance
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https://hs.sbcounty.gov/PDDHANDBOOKS/TAD%20Flyers%20Template/flyer23_315.pdf

Operationalizihg Contact Centers
mmmmm . How San Bernardino Promotes Its Contact Center

Help Gary and Rose catch some fish and see what
each one teaches us about GR REs.

‘ SAN BERNARDINO
COUNTY Transitional Assistance
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=% Operationalizing Contact Centers
% How San Bernardino Promotes Its Contact Center

Cultivating CalSAWS Community

During RE, Eligibility Workers (EWs) must:
« Verify linkage, eligibility factors, and verifications.
« Require customers to apply for and accept potentially available income and
resources.
« Offer to complete a CalFresh application and/or Medi-Cal referral if the
customer is not currently active on those programs.

Note: No negative action will be taken if the GR customer refuses to apply for CalFresh or
Medi-Cal.

Next Page

SAN BERNARDINO

COUNTY Transitional Assistance
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Transitional Assistance
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Operationalizihg Contact Centers
mmmmm . How San Bernardino Promotes Its Contact Center

Thank You!

Be sure to look out
for more Gary and
Rose adventures!

Click to Exit

-, /



=% Operationalizing Contact Centers
% How San Bernardino Promotes Its Contact Center

TAD Change Management Success

Churn Customer Participation

As a result of change management efforts, through
November 2023, San Bernardino County ranked in the
top five of all California counties in:

Avoidable program discontinuance leads to increased
efforts for both staff and customers. Fortunately, TAD’s
methods to emphasize preparation have led to an
overall decrease in churn rate. In November 2023,

customers who opted-in to text notifications were: * Percentage of active primary applicants in a

CalSAWS program that have a BenefitsCal account,

* 49% more likely to avoid program discontinuance and

due to not completing a SAR 7 Eligibility Status

Report, and + Text message notification enrollments.

* 47% more likely to avoid program discontinuance
due to not completing a Re-Evaluation or
Recertification.

SAN BERNARDINO
: COUNTY ’ Transitional Assistance
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Community
Census/Poll
Instructions:

1. Gofto
o menti.com

2. Enfer code

3. Answer
questions

Join at
menti.com

Use code

9 845 22 9 0 :._ WiFi Password:

CalSAWS2024

Community Census / Poll
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Any Questions on Optimizing
Your Contact Centere Q&A
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Let’'s Take a Break!
We'll resume at 11:10 AM

Enjoy a walk through our beautiful park
on your way to the final Plenary Session
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