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Let’s Take a Break!
We’ll resume at 9:30 AM

Enjoy the neighborhood as you 

go to your next Breakout Sessions!



CalSAWS | January 2024 Conference and Celebration – JPA Member Representatives Meeting 2



CalSAWS | January 2024 Conference and Celebration – JPA Member Representatives Meeting 3

Cultivating CalSAWS Community

Breakout Session 4
Optimizing Your Contact Center
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We’ll hear about…

▪ Courtesy Call Back 

▪ Webchat

▪ Workforce Management

▪ Artificial Intelligence and Bots

▪ Upcoming Features and Enhancements

▪ Operationalizing Contact Centers

Optimizing Your Contact Center
Welcome to Our Local Telephone Company

Cultivating CalSAWS Community
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Cultivating CalSAWS Community

Courtesy Call Back

Breakout Session 4
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Cultivating CalSAWS Community

Courtesy Call Back (CCB) in CalSAWS
How Counties Use Courtesy Callback 

19 Counties

Offer Courtesy Call 

Back

130,847 Callers (15%) 

Took Advantage of 

CCB in November

A better customer 

experience

+

Improved call center 

performance

+

Reduced AWS Usage 

Costs

Courtesy Call Back gives callers the option to have an agent return their 

calls rather than wait on hold.
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Cultivating CalSAWS Community

Courtesy Call Back in CalSAWS
Benefits to Customers and Counties

Benefit to Customers:

• Saves time - Rather than waiting on 

hold, customer can hang up and 

receive a call back when an agent is 

available. 

• Avoids hold frustration - Being put on 

hold can be frustrating for customers. 

Courtesy callback eliminates this 

annoyance. 

Benefit to Counties:

• Improved call center performance – 

Reduced call abandon rates, while 

improving customer experience.

• Lower Cost - Due to the pay as you go 

nature of Amazon Connect, no charges 

are incurred while customers wait in the 

virtual/callback queue, reducing overall 

contact center costs
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Cultivating CalSAWS Community

Courtesy Call Back in CalSAWS
Upcoming Enhancements

Scheduled Callbacks

Flexibility – When customers call after hours, they can schedule a callback at a 

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 Concept in Progress – Customer-First Callbacks ensure the customer is first on 

the line before routing the call to an agent.
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Cultivating CalSAWS Community

Webchat

• Webchat 101

• San Bernardino Usage of Webchat

Breakout Session 4
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Cultivating CalSAWS Community

Webchat in CalSAWS
Advantages, Facts and Myths Around Webchat

Webchat 101

• Allows customers to chat with agents 
via desktop, laptop, tablet or 
smartphone

• All required technical capabilities 
offered within CalSAWS

County Considerations for Webchat

• Counties may need more agents to offer 
webchat

• Some customers prefer chat over 
traditional phone channels

• Not all call types are suited over chat

Direct Advantages of Webchat

• Increased agent productivity 

• Lower AWS usage costs

• Limited translation services needed if 
GenAI is used

Other Potential Advantages of Webchat

• Counties can better assess why customers 
call by using analytics.

• Opportunity for increased automation and 
self service

• Improved contact center performance
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Let’s hear from 

James Locurto

San Bernardino
about their webchat successes
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Cultivating CalSAWS Community

▪ Supports BenefitsCal.com to 

assist with technical issues 

rather than answer program 

specific questions.

▪ Primarily staffed by Work 

Experience (WEX) 

employees (Welfare-to-Work 

participants gaining 

experience in temporary 

positions within the County).

Web Chat is staffed daily by an 

average of four agents:

▪ WEX – 4

▪ Office Assistant – 2

▪ Eligibility Worker – 1 

August 2023 – November 2023

▪ Chats received: 31,380

❖ Monthly average: 7,845 

▪ Chats completed: 27,509

❖ Monthly average: 6,877

▪ Average chat time: 6:02

▪ Average speed of answer: 7:51 

Webchat

Webchat
San Bernardino
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Webchat Agent’s Story
Video
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#Transitional Assistance – Now We’re Talking
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Cultivating CalSAWS Community

Workforce Management

Breakout Session 4
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Cultivating CalSAWS Community

Workforce Management (WFM) in CalSAWS
WFM Overview

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

WFM/Reporting
Workforce Management (WFM) 101

• Responsible for forecasting and scheduling agents to ensure the contact center is properly 

staffed to take inbound calls

• Sets daily schedules for all agents and schedules vacations, training, coaching sessions, and 

overtime

• WFM also provides reporting information to management

WFM focuses on the following key processes: 

• Forecasting 

• Scheduling  

• Analysis 

• Reporting



CalSAWS | January 2024 Conference and Celebration – JPA Member Representatives Meeting 18

Let’s hear from 

Jason Garrett

Orange
about their Workforce Management 

successes



CalSAWS | January 2024 Conference and Celebration – JPA Member Representatives Meeting 19

Cultivating CalSAWS Community

Workforce Management
WFM Benefits

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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Workforce Management 
Video



CalSAWS | January 2024 Conference and Celebration – JPA Member Representatives Meeting 21

Workforce Management

▪ Demo/Video
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WiFi Password:  

CalSAWS2024

Cultivating CalSAWS Community

Join at 

menti.com

Use code 

9290 6963

Community Census / Poll

Community 

Census/Poll 

Instructions:

1. Go to 

menti.com

2. Enter code

3. Answer 

questions
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Cultivating CalSAWS Community

Artificial Intelligence and Bots

• Robotic Process Automation (RPA) 

• Voice Bots

• CalSAWS Virtual Assistant

Breakout Session 4
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Let’s hear from 

John Loyarte

Los Angeles
about their RPA successes
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Cultivating CalSAWS Community

Customer calls 

Contact Center

Interactive 

Voice 

Response 

(IVR)

Customer 

authenticates

Customer selects 

the self service 

option, Request 

EBT card 

replacement

IVR Provides Self- 

service options

IVR

IVR sends EBT  

replacement task 

to CalSAWS

RPA

RPA sweeps for 

task and 

automates the 

card 

replacement, 

marks task 

complete and 

Case Journals 

completion
Customer signs 

onto BenefitsCal

Customer 

requests EBT 

card 

replacement

BenefitsCal 

sends EBT 

replacement 

task to CalSAWS

RPA

BenefitsCal

Robotic Process Automation (RPA)
LA County’s Use of RPA in Contact Center – EBT Card Replacement in the IVR
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Cultivating CalSAWS Community

Robotic Process Automation (RPA)
LA County’s Use of RPA in Contact Center - RPA by the Numbers

54,413 

51,874 

 -

 20,000

 40,000

 60,000

 80,000

 100,000

 120,000

Number of RPA transactions

RPA Transactions – 10.13.21 to 1.24.24

Benefits Cal IVR

RPA Processing Sample Month 

(November 2023)

IVR EBT 
replacement requests

1,610

BenefitsCal EBT 
replacement requests

3,637

Total 5,247

Benefits:

• Reduced EBT replacement 
turnaround time

• Reduced customer call time 

• Reduced call volume 

• Reduce staff workload 
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Cultivating CalSAWS Community

Voice BOTS
Data Since Go-Live through December 31, 2023

Voluntary Exit: Caller asks for an agent 

 

Successful: Caller successfully 

authenticates their identity using two 

unique pieces of personal information

 
Unsuccessful: Caller exhausts all 

authentication options and bot cannot 

identify them

Successful: Bot identifies the customer's 

reason for calling, including the customer 

asking/being routed to Agents

Unsuccessful: Bot cannot identify 

caller's reason for calling

Voluntary Exit:  Caller asks for an agent 

Welcome Bot Performance

Authentication Bot Performance 2.9M Total Calls

3M Total Calls

Welcome Bot Calls

Authentication Bot Calls

2 Languages supported

Industry 

Benchmarks

~5-10%

Voluntary Exit 
Rate

60%
31%

9%

57%

25%

18%

2 Languages supported

6 Options for Authentication

3 Attempts to Identify Intent
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Cultivating CalSAWS Community

Voice BOTS
Based on user experience analyzed in the last few months, 
some enhancements have been identified

UPCOMING ENHANCEMENTS

Updating Utterances
Add over 200 currently unknown utterances

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

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

LONG TERM ENHANCEMENTS

Add New Intents and enable recording
Enable recording in AWS

Additional Reporting Automation
Automate reporting and dashboard in a platform like 

Kibana

Redesign Authentication Attempts
Reduce number of attempted to authenticate per metric

01

02

03

01

02

03

January
2024
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Cultivating CalSAWS Community

Virtual Assistants
How Artificial Intelligence Assists Agents

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

Upcoming Features and Enhancements

Breakout Session 4
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Cultivating CalSAWS Community

Upcoming Features and Enhancements
New Features in Amazon Lex 

What is Lex?
• Lex is a conversational AI service that works with voice and text to help you build 

chatbots. 
• Lex allows bots to understand intent, maintain context, and automate tasks. 
• It is the technology behind the chatbots CalSAWS uses today.

Generative AI features 
• Natural and accurate responses to FAQs goes beyond task-oriented dialogue.
• AI assisted slot 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 bots faster 

and innovate on self-service using data based on customer interaction.

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)
• Identify 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 Attribute Reporting (Self-Service Reporting) - (~July 2024)
• Contact attributes can be populated in contact flows, for example to categorize call 

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.



CalSAWS | January 2024 Conference and Celebration – JPA Member Representatives Meeting 33

Cultivating CalSAWS Community

Operationalizing Contact Centers

Breakout Session 4
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Cultivating CalSAWS Community

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:

Staff
• Regular unit staff meetings

• Unit huddles for urgent updates

• All-staff meetings

• Easy-access policy handbooks

• Regular policy updates

• Flyers

• Informational videos 

Customers
• Postcards/brochures

• Online videos

• Facebook posts

• Interactive Voice Response (IVR) 

messaging

• Text message notifications

• Public Wi-Fi

• Lobby messaging/videos

Operationalizing Contact Centers
How San Bernardino Promotes Its Contact Center
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Cultivating CalSAWS Community

Operationalizing Contact Centers
How San Bernardino Promotes Its Contact Center
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Cultivating CalSAWS Community

Operationalizing Contact Centers
How San Bernardino Promotes Its Contact Center
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Cultivating CalSAWS Community

Operationalizing Contact Centers
How San Bernardino Promotes Its Contact Center
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Cultivating CalSAWS Community

Operationalizing Contact Centers
How San Bernardino Promotes Its Contact Center

https://hs.sbcounty.gov/PDDHANDBOOKS/TAD%20Flyers%20Template/flyer23_315.pdf
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Cultivating CalSAWS Community

Operationalizing Contact Centers
How San Bernardino Promotes Its Contact Center
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Cultivating CalSAWS Community

Operationalizing Contact Centers
How San Bernardino Promotes Its Contact Center
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Cultivating CalSAWS Community

Operationalizing Contact Centers
How San Bernardino Promotes Its Contact Center
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Cultivating CalSAWS Community

TAD Change Management Success

Churn

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:

• 49% more likely to avoid program discontinuance 

due to not completing a SAR 7 Eligibility Status 

Report, and

• 47% more likely to avoid program discontinuance 

due to not completing a Re-Evaluation or 

Recertification.

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:

• Percentage of active primary applicants in a 

CalSAWS program that have a BenefitsCal account, 

and

• Text message notification enrollments.

Operationalizing Contact Centers
How San Bernardino Promotes Its Contact Center
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WiFi Password:  

CalSAWS2024

Cultivating CalSAWS Community

Join at 

menti.com

Use code 

9845 2290

Community Census / Poll

Community 

Census/Poll 

Instructions:

1. Go to 

menti.com

2. Enter code

3. Answer 

questions
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Q&A
Any Questions on Optimizing 

Your Contact Center?
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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

Est. 2023
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