CalSAWS | JPA Board of Directors Meeting

April 12, 2024




Agenda

Call Meeting to Order and confirmation of quorum
Agenda Review

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

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

All lines will be muted when meeting begins.

To unmute;

When connected via computer — click the microphone icon.
When connected via telephone — press *6.
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12:40 p.m. Closed Session




Action ltems




Action ltems

4. Consider the Appointment of Consortium Executive Director
(Government Code section 54957, subdivision (b)(1)).

The Board of Directors Meeting is in Closed Session and will return
to this open session of the Board when discussion on the above
topic has concluded.
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1:00 p.m. Reconvene Open Session




Informational I[tems




Informational I[tem

5. Announcement of action taken in Closed Session, if any.
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Action ltems




Action ltems

6. Approval of Regional Government Services Amendment 40, which
includes the addition of the Executive Director position.

/. Approval of Consent ltems

a. Approval of the Minutes and review of the Action ltems from the March 15,
2024, JPA Board of Directors Meeting.

L. Approval of Deloitte Implementation Support Services Change Order 8,
which includes a one-month extension.

c. Approval of Deloitte Portal Mobile Change Order 8, which includes
administrative adjustments for fiscal year shifts.
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Informational I[tems




BenefitsCal User Account Security Incident
Status Update




BenefitsCal User Security Update

= Completed 365-day lookback to determine impacted user
accounts

* Impacted user accounts have been deactivated

« Affected users notified and directed to contact the county helpdesk to

validate identity and re-activate their accounts
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BenefitsCal User Security Update

- Additional advanced \ « Addition of MFA for

firewall protections Case Linking targeted
for 4/25/2024 with OCM
activities included

= Mandatory Mulfi-

Factor Authentication . .
(MFA) for all users ) QS]?)ITIOGT/?JLLGQTGG ddm’nons
(Customers and CBOs) J
« Temporary disabling
= Breach Notification of new requests to link
was distributed on cases to accounts

04/02/24
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Release and Policy Update
« Continuous Coverage Unwinding
« CalSAWS Release Highlights




CalSAWS Release and Policy Update

= Link fo White House USDS Blog: Cutting red tape for
Americans renewing their health coverage | United
States Digital Service (usds.gov)

= Link fo CalHHS blog:
https://www.chhs.ca.gov/blog/2024/03/27/issue-brief-
lourney-with-medi-cal-redeterminations/

= Link fo brief: https://www.chhs.ca.gov/wp-
content/uploads/2024/03/California-USDS-Issue-Brief-
March-2024.pdf
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https://www.usds.gov/projects/healthcare-renewals
https://www.usds.gov/projects/healthcare-renewals
https://www.usds.gov/projects/healthcare-renewals
https://urldefense.com/v3/__https:/www.chhs.ca.gov/blog/2024/03/27/issue-brief-journey-with-medi-cal-redeterminations/__;!!EuW5fDSpzeg!f9kWEh5K3FUf11vXpWB3lnPU8MY5p8gIevFsZSV2zUF061ZSpPqa4jwtfBE_Q6kAkXavW_j2lANEYLGBXjYH56_vPfw6nknnSAO_eeU$
https://urldefense.com/v3/__https:/www.chhs.ca.gov/blog/2024/03/27/issue-brief-journey-with-medi-cal-redeterminations/__;!!EuW5fDSpzeg!f9kWEh5K3FUf11vXpWB3lnPU8MY5p8gIevFsZSV2zUF061ZSpPqa4jwtfBE_Q6kAkXavW_j2lANEYLGBXjYH56_vPfw6nknnSAO_eeU$
https://urldefense.com/v3/__https:/www.chhs.ca.gov/wp-content/uploads/2024/03/California-USDS-Issue-Brief-March-2024.pdf__;!!EuW5fDSpzeg!f9kWEh5K3FUf11vXpWB3lnPU8MY5p8gIevFsZSV2zUF061ZSpPqa4jwtfBE_Q6kAkXavW_j2lANEYLGBXjYH56_vPfw6nknnkwaLkII$
https://urldefense.com/v3/__https:/www.chhs.ca.gov/wp-content/uploads/2024/03/California-USDS-Issue-Brief-March-2024.pdf__;!!EuW5fDSpzeg!f9kWEh5K3FUf11vXpWB3lnPU8MY5p8gIevFsZSV2zUF061ZSpPqa4jwtfBE_Q6kAkXavW_j2lANEYLGBXjYH56_vPfw6nknnkwaLkII$
https://urldefense.com/v3/__https:/www.chhs.ca.gov/wp-content/uploads/2024/03/California-USDS-Issue-Brief-March-2024.pdf__;!!EuW5fDSpzeg!f9kWEh5K3FUf11vXpWB3lnPU8MY5p8gIevFsZSV2zUF061ZSpPqa4jwtfBE_Q6kAkXavW_j2lANEYLGBXjYH56_vPfw6nknnkwaLkII$

CalSAWS Release and Policy Update

Release Overview

4/a/24 8/3/24
4/18/24 5/20/24 5/30/24 6/6/24 6/15/24 7/22/24  8/1/24

o . ,
* April 2024 June

% R24.05 -5/20/24 Y R24.07 -7/22/24
Key Highlights
*  ACL 23-20 Add BenefitsCal API for DCF Key Highlights
Application * ACL 18-43 - Revise CalWORKs M40-
* ACL 23-30 - Paid Family Leave CW 107D
Time Limit Exemption * ACL 22-46 - Update Student
* ACL 23-83 - Homeless Assistance Exemptions
Additional at Risk Populations * MEDIL121-13 - Update Postpartum
* ACL 23-93 Exempt Child Support Approval NOA Generation
Income Types for Formerly Assisted * MEDS Alerts — Add Program
CW Families Prioritization to MEDS Alert Task
* Configurable tasks categories Configurability
0 R.24.04.03 -4/3/24 0 R.24.05.30-5/30/24 0 R.24.06.06 - 6/6/24 R.24.08.01-8/1/24
Key Highlights Key Highlights Key Highlights Key Highlights
+ (CCB 23-18 - CCP 2145 Revision * ACL22-85 & 21-25 - Update CalFresh * 2024 |IK COLA Values * 2024 AAP, FC, & KG CNI Rate
Reports Increase
0 R.24.04.04-4/4/24 0 R.24.06.15-6/15/24
e Key Highlights <) R24.08.03-8/3/24
» ACWDL 24-03 - Continuous Eligibility * 2024 IIK COLA Batch Key Highlights
for Children-Accelerated Enrollment * 2024 AAP, FC, & KG CNI Rate
Increase COLA Batch
R.24.04.18 -4/18/24
Key Highlights
*« ACWDL 22-18 - Turn off Batch PHE
Protections at conclusion of CCU
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CalSAWS Release and Policy Update

= CDSS submitted a waiver request to FNS to provide automated mass
replacements of a certain percentage of March 2024 regular
CalFresh allotments for ongoing CalFresh households in areas in which
50% of the residents lost power for four hours or more due o the
recent winter storms, power outages, and Public Safety Power Shut-
Off (PSPS) events across California

* March mass replacement ran on March 28, 2024, and issued over
$75,000 in replacement benefits for 12 counties

March Mass Replacement
El Dorado Shasta
Humboldt Sierra
Mendocino Tehama
Nevada Trinity
Placer Tuolumne
Plumas Yuba
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CalSAWS Release and Policy Update

= Background

« During the transition to the M&O phase of CalSAWS, the project is actively
reviewing current processes to identify areas for enhancement. These
enhancements aim to better support and educate counties on CalSAWS
processes and release communication, with forums like M&E roadshows

« As we engage in these forums, we are gathering feedback from counties. We
have received input regarding counties preparedness for upcoming releases,
including:

+ The pace of change in CalSAWS is faster than in legacy systems with more
frequent releases

+ There were differences in release notes across the systems

+ Counties have limited access to Jira and are therefore not always able to self-
serve on upcoming changes

- Based on feedback received to date, we are planning for several release
readiness discovery sessions
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CalSAWS Release and Policy Update

= Godl
« Evolve pre-release communications and documentation to assist county readiness for
releases
=  Approach

« A series of facilitated workshops including county participants, regional managers, and
project staff to explore what is needed to better prepare counties for upcoming system
releases. This series is focused on core CalSAWS

« Topics will be provided in advance of each session
« 5 participants per region
= Scope
« Potential Topics include:
+ Baseline vs Priority releases
+ Major upcoming changes
+ Webcasts
+ Release Notes
+ Change Management
+ Online Help/Job Aids
+ County Preview Environment
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CalSAWS Release and Policy Update
County Release Readiness Discovery Sessions

= Draff Timeline

April May June

01

Internal Prdﬁect Kick
off i
- 02

County participant
| recruitment

03

Discovery Sessions

04
Compile results and
recommendations
05
Read outs
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Reports Status Update




Reports Background Today

Share Lessons Learned

Provide outcomes and
recommendations based

CalSAWS Reports Survey on county discussions.
Participating counties completed

New 3-Phase Approach survey to drive focus on pain points.
Formed to address and raise county

confidence in CalSAWS Reports. November 2023 I " I
.. i
October 2023 .
- - -
-
-
-
-
N P -
S o _
~ -

CalWIN and C-1V Concerns

Counties provided Reports concerns Reports Listening Sessions
to Implementation and RMs County small groups explored survey

results and current challenges

Meeting Regional Managers
Gathered hot topics and co-created January 2024 - March 2024
the CalSAWS Reports survey.

November 2023
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Key Take Aways

(&)

Counties are having difficulty adopting CalSAWS reports due to a lack of
fraining and available documentation on reports.

.

(D)

CalSAWS and CalWIN approach differ for providing back-up information.
CalWIN back-up data is inclusive of records not counted on the
0 corresponding report.

d
\

(=)

C-IV counties were experiencing reporting issues prior to migration that were
not recognized by the project.

&

)
N

J
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Recurring Themes

[ \
I
I
I O ol|[e 5 Anaele
k % = (J (J
N\ 0
- 0]0 (J U
Lack of detailed
reports
documentation & ~h
report-specific
training materials C =
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Moving Forward
= Efforts to Continue

County Engagement:

e State/Fiscal Reports Committee Meetings

Bi-weekly State & Fiscal Reports Support Meetings
Bi-weekly State & Fiscal Targeted Report Sessions
Monthly Ad Hoc Meetings with functional experts
Management Reports Committee Meetings
Monthly Management Reports Support Meetings

iali
C@)

8 & Provide OCM and communications support to former
& CalWIN Counties

)J Reinforce the CalSAWS Service Desk process and
provide more helpful responses through the Tier 3 team

ﬁ Distribute the CalSAWS Reports Bi-Weekly
= Enhanced Communication and provide other
helpful fraining/documentation for all counties

@ Provide Ad Hoc County Support with Qlik
Developer as the “low tech” approach

VX |Identify Los Angeles County reports for
Rlb statewide expansion

1 2,

ENHANCE IMPLEMENT
COUNTY SYSTEM
SUPPORT CHANGES

3

EXPAND

KNOWLEDGE
REACH

(4 5
REFINE FINETUNE

PROJECT
AD HOC PROCESSES
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» Enhance self-service through a growing repository of
knowledge

» Action faster Q&A with co-management between
champions/buddies and Accenture

counties through existing

researchable Q&A between ,
meetings.

counties and project.

H [}
Recommendations: Enhance County Support
COUNTY
SUPPORT
PROBLEM STATEMENT : RECOMMENDATION : IMPLEMENTATION
| . I OWNERS APPROACH
Counties have limited I Establish COUI‘Ii’Y Report I Regional Counties and Consortium will
opportunities to learn from and I Champlons & BUddY Sysiem I Monogers, utilize gxw’rmg mee.’rmgs ’ro_
: | . Appoint County Staff volunteers I Counties, establish expectations, align
support each otherin a Pe y : : -
- I « Share Knowledge on reports I Consortium county buddies, and establish
statewide system. » Provide Guidance on issues Report Champions.
I ® Build network of contacts I Information will be published
| I to all counties.
1 1
! Introduce 1:1 Ticket | OWNERS APPROACH
! . I Regional Counties, Consortium,
Counties receive insufficient 1 Resolution SUppOI'i' I  Managers, Regional Managers, and
and slower than heeded | » For Service Desk incidents which are causing frustration, | Counties, Accenture will establish
. miscommunication, or significant time spent, allow for 1:1 i i
responses to reported issues. | meefings with counfies | Accentfure expec’ro’r]oni. Zrcf);:ess wh|ll be
| » Document discussion outcomes in Service Desk for | Commumco = . O8]
| traceability and share at bi-weekly meetings(where I established meetings.
appropriate)
| |
' | I OWNERS APPROACH
Counties do not have a I Launch Forumbee for Reporfs I Regional Managers,  Accenture and Consortium to
centralized location to | » Enable information sharing and collaboration among | Consortium, establish structure and support
facilitate communication and I Couniy ReporjChampions and Buadies I Accenture roles. Will be rolled out to all
I I
| |
| |
I I
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mplement System Changes e

Recommendations:

SYSTEM
CHANGES
PROBLEM STATEMENT : RECOMMENDATION : IMPLEMENTATION
Reports take significantly longer to I Consolidate Reports I M LOACH )
review as compared to in CalWIN, | « Consolidate and reduce reports; e.g., Fiscal Aid Code(CA-274265) | i\:ommlﬁee' Design Wld” bif:e(_l,/lewe(’[j' and d
. * Revi ith fi d d filized i I
where feﬁg rrrigc;g; f:flsploy all : - Review with countios under and unuized Gliksheets : e e Accamiore will sehedule
I i for earliest available release.
. . L e | o |
Counties report difficulty with finding Enhance Usability of Report Pages OWNERS APPROACH S
system reports, accessing prior l - Display Report Re-Runs I Committee, User Centered Design will drive the
! » Update Cat izati :
reports after re-runs, and obtaining I . uﬁdgé Seiir?firggr:gCior I Accenture Ch(?”ges documented that will be
appropriate access | - Add Search criferia | reviewed and approved by the
’ I : B.”k On Request page to Online Help I Consortium and Counties.
 Direct User involvement/design
| |
I Expand Page Export Coverage | QOWNERS ﬁPLOfACH — T
Export functionality is limited to I cehileaoniZiseaiclisipades j  Committee, cceniure will Target the most common
select bages + Focusing on fiscal/collections pages Accenture pages and review list with Counties to
pPAges. | | implement most useful pages first. Coverage
| | will expand over a series of releases.
i i
. Increase Page Mapping Coverage OWNERS i .
Not all pages and fields are I . Over a series of releases exgpgnd pcggn?cpp%g coverage g I Committee, Accenture will identify missing page
mapped resulting in limited I I Accenture mapping. Coverage will expand
L Ad Hoc usability. | I over a series of releases. J
| |
I I
e e oge . OWNERS APPROACH
I Infroduce Report Subscriptions & Nofifications! =— "= VVITE PN : :
Absence of previous subscription and | * Development of orcﬁfecfure and iniﬂolrgport I Consortium, Will be included in The. upcoming
increased time it takes to run reports. I I infroduce this capability.
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©

Recommendations: Expand Knowledge Reach

o

Information distributed
during support calls are
not shared with other
county staff.

o

responsible for communicating
information to the right county staff

*Reevaluate county staff receiving
communications through distribution
groups to enhance reach

the county. Regional Managers
can help each region evaluate
staff on committees to reflect
appropriate representation.

/

EXPAND
KNOWLEDGE
REACH
PROBLEM STATEMENT | RECOMMENDATION | IMPLEMENTATION
| |
I I
I | OWNERS APPROACH
I Cl’edfe Reporis 1 Committee, Accenture will develop a template
Counties primary concern is I - I Consortium for .funcho.nol doqumen’rohon to be
lack of dgcumreynfclﬁon for I Documenfdflon I Accenture rewewed in ’rhe'B|—Weekly Repor’(s
available. . functional explo_nc’rion of Iogic-, back & : 'Ts'hg rf\)g Hé? wlcgarkgrcc)ms. rg\rglcege v
I front-end mapping of data points, I functional templates are approved
I maintain with future system changes I a timeline will be developed to roll-
I I out documents as completed.
I I
I I
I I OWNERS APPROACH
H H Regional Regional Managers and Counties
. Promote Communication | =gl
) _ Managers, will reinforce the need to share
I <Advocate that everyone is collectively I counties information provided throughout
I I
| |
I I
I I
I I
I I
I I
| |
- [
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Recommendations: Refine Ad Hoc

REFINE AD
HOC

PROBLEM STATEMENT RECOMMENDATION IMPLEMENTATION
. OWNERS APPROACH
Communicate Consortium,  Accenture and Consorfium will
Counties are unable to invest Accenture document a vision of what is known

Ad Hoc Roadmap

« Communicate along-term road map of the
direction for Ad Hoc reporting to PSC/JPA and
Ad Hoc/Reporting committees

regarding the direction of Ad Hoc

in appropriate long-term ad ! : \
including possible outcomes.

hoc plan.

OWNERS APPROACH
Consortium, Accenture will develop an initial
Accenture, approach to consolidate existing

Ad Hoc materials into a progressive fraining
Workgroup regimen. J

Create Ad Hoc Training

* Develop ad hoc fraining materials; Beginner,
Intermediate and Advanced

* Host dive-in data sessions covering various
functional areas including topical experts

Counties with fewer dedicated
resources need more accessible
information on ad hoc reports.

OWNERS APPROACH

Consortium, Consortium and Ad Hoc Workgroup

Accenture will annually engage the Reports
Committees to identify potential
system changes of commonly used
Ad Hoc reports.

Review Common
Ad Hoc Reports

» Conduct annual review of ad hoc usage to
transfer of popular reports to CalSAWS-generated
reports

Counties are not leveraging
available reports to their full
capability.
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(5]

Recommendations: Finetune Project Processes o
PROBLEM STATEMENT RECOMMENDATION IMPLEMENTATION
OWNERS APPROACH

Set Process Expectations

* Establish expectations on turnaround
times for information request tickets and
CER

* Establish and monitor Key Performance
Indicators (KPIs)

* Reinforce submitting fickets vs. emails

Consortium  Consortium will set achievable goals
and communicate expectations
back to county stakeholders.
ServiceNow will be used where
possible to track performance.

Y

Counties voiced frustration
with the time it takes to
address concerns through
tickets, CERs, and SCRs.

o

OWNERS APPROACH

Consortium Consortium will establish guidelines
for when a county should expect
system automation or should expect
to develop an Ad Hoc report.
Guidelines will be communicated in
the bi-weekly reports meetings.

Establish Automation
Expectations

* Establish expectations for automating county
specific needs

* When to Ad Hoc and when to have CalSAWS
automate

Counties are unclear when
fo require system changes
instead of developing an

ad hoc report.
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Conclusion

Promote communication throughout and within
the counties

Develop and maintain reports documentation for
both technical and functional purposes

Implement usability changes to allow for easy
searching and consolidated reports

Increase data access through Subscriptions,
Notifications, and page exitracts

Advance Ad Hoc solutions and training to rem

S CUEE Gifferent skill levels

Establish clear expectations for project processes
and automation guidelines
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Long Term Vision

= California has an opportunity
for evolution with the FIRST
single source of social services
and child welfare data in our
history

__« = Employ atop-down, strategic,
iterative vision including

Michael Sylvester
CalSAWS JPA Board Chair

“Counties are driven by data and
reports, that's how we operate.”

Marla Stewart
CalSAWS JPA Board Vice
Chair

...reporting and operations are _ funding for the direction and
completely iterative, reports fut f IVt to tak
inform how we do our operations, uture of andailytics 10 Take
how we do our operations gives us / adva n’rgge of emerging
better reports.” / CGpri”ﬂeS'

*  Machine Learning

\ / ! - Artificial Intelligence

* Predictive Modeling

\”/ = \//l . ot - Inclusion of other data sources

, / M’/ e Churn detection
/ : M , . «  Cross program eligibility

« Self-sufficiency outcomes
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M&E Risks




CalSAWS Project Risks
Risk Exposure Trend

Risk/Issue Trend

70 1.55 1.59 151 1.8
1.4 1.6
60 13 1.31 1.33 :
19 122 122 125
. Lia 119 1.4
50 1.1 1.12 . \ \
\ 1.03 -
40 .
30 0.8
0.6
20
0.4
]O I I I I I I N
0 0

Jan-23  Feb-23 Mar-23  Apr-23 May-23 Jun-23  Jul-23  Aug-23 Sep-23 Oct-23 Nov-23 Dec-23 Jan-24 Feb-24 Mar-24  Apr-24

. Risk & Issue Count === Risk Exposure
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M&O Risk Summary

Risk Name

. . Lack of annual project funding may cause schedule delay or reduction in
CalSAWS Project Management Risks 102 .
J 9 scope for CalSAWS & other projects
. . Project communications must continuously evolve, otherwise stakeholder /
CalSAWS Project Management Risks 203 . .
audience needs will not be met
P f poli h ity of th ject t , lting i
M&.O Production Risks 201 ace of po |<?y changes may exceed capacity of the project teams, resulting in
less automation
M&.O Production Risks 239 Lack of consistent State language translation approach may cause schedule
delays and rework
M&.0 Production Risks 044 Perce.|ved gap in functionality with GetCalFresh may impact adoption of
BenefitsCal
M&O Production Risks 290 I.?ec'?n’rly released ROI poI!cy lacks clarity which may create privacy and
liability exposure for counties and customers
fi t f ile Fiscal R t it Stat
M&.O Production Risks 294 Counties moy not be prepared to reconcile Fiscal Reports and submit State
Reports, fimely
fi f halll i fi t h ts if
M&.O Production Risks 597 Cou.n' ies may oce'c a enggs in adopting management and ad hoc reporfts i
additional support is not provided
M&O Production Risks 298 |dentify 'Cor.\‘rinuous Improvement Process to prevent poor WelcomeBot and
AuthenticationBot Customer Experience
M&O Production Risks 299 Operationalizing Innov ation Scaling/POC Initiatives
M&O Production Risks 300 Stability of the CalSAWS Enterprise |dentity and Access Management Services
. . Lack of Finalized FCED Integrated Schedule and Test Plan May Impact
M Production Risk 1
80 Production Risks 30T caisaws API Delivery
MO Production Risks 302 There could be. cus’rc?mer disso’risfgc’rion or\d c.o'un’ry frustrations unless Courtesy
Call Back configuration and eGain reporting is improved
Unauthorized BenefitsCal Users could access CalSAWS data without Digitall
M&O Production Risks 303 . . - . o °
Identity Verification when case linking functionality is enabled

Updated as of 4/10/2024 Monthly RMG
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Procurement Update
« CalSAWS M&E
« BenefitsCal




CalSAWS M&O Procurement
Key Procurement Tasks

1 Publish Vendor Selection Report December 13, 2023 — February 7, 2024
2 Issue Notice of Intent to Award February 8, 2024

3 Appeal Filed February 15, 2024

4 Conduct Confract Negotiations and Finalize Agreements February 15 - March 29, 2024

5 Establish Appeal Review Panel (ARP) February 22, 2024

6 State, Federal and JPA Contract Approvals April 2 = July 26, 2024

/ Appeal Hearing Date To Be Determined by ARP

8 Contract Start Date August 1, 2024

CalSAWS | JPA Board of Directors Meeting




BenefitsCal RFP Walkthrough
Key Procurement Tasks

_ BenefitsCal Procurement Event Dates

0 N O O M ON —

O

10
11
12
13
14
15
16
17

State and Federal RFP Review and Approval
Release RFP

Conduct Bidder's Conference

Bidder Question Period

Consorfium Responds on a Flow Basis

Consortium Publishes Final Q&A and RFP Addendum
Proposals Due

Evaluate Compliance, Firm Qualifications, Business and Price Proposals,

and BAFOs

Prepare and Approve Vendor Selection Report
Publish Nofice of Intent to Award and VSR
Contract Negotiations

State Contract Approval

Federal Contfract Approval

Contingency Period

JPA BOD Approval

Contract Start

Transition-In Period
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February 15 - May 28, 2024
May 29, 2024

June 11, 2024

May 30 — June 18, 2024
June 6 - 26, 2024

July 3, 2024

July 30, 2024

July 31, 2024 — February 5, 2025

February 6 — March 18, 2025

March 19, 2025

March 24 — April 3, 2025

April 4 — May 8, 2025

May 9 — July 14, 2025

July 15 — August 18, 2025

August 22, 2025

September 2, 2025

September 2, 2025 - February 27, 2026




BenefitsCal Update
ROl Update
« BenefitsCal Release Highlights




BenefitsCal

= Most recent meeting was 4/8/2024
» Focus of the meeting was to begin reviewing the use cases and the data
points to identify any other policy clarifications or guidance that may be needed
to help support counties and public.

« Counties worked with CWDA to capture outstanding concerns, and these have
been shared with DHCS and CDSS.

= Next steps will be for CDSS and DHCS to draft new policy letters that will
encompass the new charts and additional policy clarifications to route for full

stakeholder review. Following their existing processes.

= Next meetingis 4/29/2024. DHCS and CDSS to provide updates for progress of

letters. Inifiate discussion to capture high level milestones.

« Policy, Change Management, Automation, Funding and Timing
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BenefitsCal

Release Highlights and Upcoming Enhancements

GCF Parity
Enhancements
Digitize form CF303
SO customers can
submit via
BenefitsCal

Policy Enhancements

+ ACL 23-13-Update
to digitize the EBT
2259-Revised EBT
Theft Replacement
Form and Policy
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April (24.04)

Collaboration Model

Enhancements

+ Update Document
Type/Upload feature

Security
Enhancements

+ Enable Case
Linking functionality
+ Technical
Improvements
with ForgeRock
Integration

May (24.05) June (24.06)

Collaboration Model &

Stakeholder Enhancements

« Automatically display race
options In alphabetical order

» Reenable See If | qualify intent
in Chatbot

Technical Enhancements

» Add the CF 385 (Application for
Disaster CalFresh) to Forms API

* AB 21-24: Update BenefitsCal API
to display the SAR7 link on
BenefitsCal as soon as it's
generated.

Collaboration Model
Enhancements
* Provide inline help ftext
to Customers when Case does
noft link

GCF Parity Enhancements

» Social Security Admin (SSA)
Assisted Apps in BenefitsCal -
implemented with a flag

« Enable flag in Sept 2024 per
request from SSA

Security

Security
Enhancements

Enhancements

« Addifional » Technical
improvements for improvements to
Case Linking minimize the data

available to the
customer in the browser

functionality



BenefitsCal

Releases, Research
.................. and Awareness Upcoming

Research to add more features for Customer

Dashboard Policy Items

« ABAWD
* Apply for Benefits - CAPI
« CFAP Expansion

ABAWD Reseach for the upcoming changes

Update Application and RE/SAR7 Tracker
to provide additional information to customer

Research to add Card Replacement Tracker

for Customers Planning In-Progress

* Implement new pre-populated SAR7

+ Homeless Assistance

« CalWORKs 2.0

» Collaboration Model Prioritized
Enhancements

changes)
» Cost of Living changes in 2024

* Federal Poverty Levels applied, effective
4/1/2023

« CalFresh benefits, effective 10/1/2024
« CalWORKs MAP, effective 10/1/2024

» Legislation passed during California state budget
with impacts to BenefitsCal

GCF Parity
e Other enhancements

Awareness (not specific to BenefitsCal
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BenefitsCal

During the month of Mar 2024

Applications Periodic Reports
22 7 |< Submitted Submitted
Million Changes
Documents Reported.
¢ Uploaded

|< Renewals
Submitted

Since Go-live over 4.3 Million Applications submitted
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Optical Character Recognition (OCR)

Phase 3 Full Deployment

Phase 2 Observation/Testing/Communication

Phase 1 Pilot Go-Live
Mar 4

Mar ‘ Apr ‘ May 2024

A
Today

Phase 1 Counties: Monterey, Orange, Placer, Riverside, Sacramento, San Francisco, Santa
Cruz, and Yolo

« ~98.4% of documents processed by OCR do not route to an exception queue
« ~47% of images classifications are improved over user selected values
« 32% improvement via Person Verification classification
« 45% improvement via Form Number Extraction
« 23% improved via Barcode Extraction
« Performance continues to remained stable and volumes within projections
« Fullimplementation targeted for May 20™ to remaining 50 counties
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Contact Center Update




AWS Courtesy Callback
CalSAWS Contact Center

The CalSAWS Contact Center team heard the concerns about
Courtesy Callback and took action

=  How we responded

*  Worked directly with counties who voiced concerns about
issues

« Scheduled multiple deep dive sessions with the AWS team to
understand the deployed functionality

* Analyzed the data surrounding customer frustrations and
walked through findings with concerned counties

= Strategic Response and Next Steps

+ Developed and provided a detailed one-pager to describe
the deployed functionality to the counties

«  CalSAWS Contact Center will be meeting with counties
individually to provide best practices and recommendations
to optimize customer and agent experience with CCB and
other areas of Call Center operations
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Enhanced County Support

Personalized experience for each county

The CalSAWS project Contact Center feam has provided enhanced support through
county visits and personalized frainings to address county business process and requests

=  County Site Visits

«  Our CalSAWS Project Teams have mobilized to start visiting CalSAWS Contact Center
counties to listen to concerns, understand what's working well and areas of improvement.
= Our team members interacted with County Call Center Agents and provided guidance
and recommendations for optimizing the use of technology

= Reporting and Workforce Management (eGain and Calabrio Trainings)

«  Our CalSAWS Project Teams have continued to respond to requested trainings to improve
the confidence in reporting and workforce management tools resulting in an improved Call
Center Management experience with better visibility in county metrics and data.
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Welcome and Authentication Bot Dashboard
Dashboard data from March 25, 2024, to April 1, 2024

« 7 Contact Center counties are now live

Welcome Bot Update

» Benefits: Allows customer to specify a reason for their call and to be routed accordingly

English 72K+

Calls this Week

Success Rates*™:

Green arrows indicate an upward trend

797 67%

English Spanish
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1 5k+

Calls this Week

Spanish

*Please note success rates are calculated based on the total
number of calls handled by the bot, which includes calls
abandoned by the customer. Success rates would be higher if
abandoned calls were not taken into consideration.




RPA Dashboard
Dashboard data from March 25, 2024, to April 1, 2024

County Rollout Plan g‘;‘:’ﬂ County Testing Deployment Date

Prod Sprint 1

Key Performance Mefrics

[Yolo] 12/7/23 1/12 118 Complete
Since 11/17 Launch... LA BIC UiPath Cloud Migrationto IR e 124 et
96 .l 97 Success 2 7803 Total EBT CalSAWS AWS Cloud
. (o] LA EBT UiPath Cloud Mlglaﬂon to
Rate Requests CalSAWS AWS Cloud 1/122-1/24 2/1
Prod Sprint 2 .
Robotic Process Automation Update (Tulare, Ventura, Santa Barbara) GRS i =] 8
» Successfully deployed RPA EBT BOT for 15 Prod Sprint 3 222
counties [Santa Cruz, San Mateo, San Diego, RFPZERYPI EENVIAVEFIIE] e B Complet
. . . Stanislaus, Kings]
« Sprint 5 go live is scheduled for 4/11 o S d
O
+ Allremaining counties are scheduled to be [Kern, Santa Clara, Yuba, Monterey, BZANEWTy7EEvIvIEKT] 3/14
deployed by May 2024. Riverside]
« Benefits: Automates reissuance of EBT card Psf°d :’Pf‘"'f T s S i
via a request option in the Call Center IVR, &;’:ne:';f Y e
eliminating the need to talk to a county Py
worker. [Sacramento, Humboldt, San Luls 4/1 -4/4 4122 - 425 519 In Progress
Obispo, Marin, Butte]
Prod Sprint 7 N/A (Kickoff and County
[Non-CSC -14 Counties) TED TED 16D Testing may not be required)
Sprint 8/9
Counties with Welcome Bot: Placer, 4129 180 5/30 In Progress

Shasta, Contra Costa, Orange, San
Bernardino, Solano, Sulter
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M&E Roadshows




Maintenance & Enhancement (M&E) Roadshows

As a Consortium of 568 counties now, the Project needs to continually
assess that Maintenance and Enhancement (M&E) established processes
meet the needs of our counties and where we may need to consider
pivoting to better serve our counties.

The purpose of the M & E Roadshows is level set current state M&E to
provide consistent education to the regions on a variety of topics and
allow the Project 1o be responsive to county questions.
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Maintenance & Enhancement (M&E) Roadshows

The March Roadshow covered the topic of Governance and was held on
three days, 3/19-3/21/2024. The Governance Roadshow gave parficipants
an overview of the role and responsibilities of the CalSAWS governing

bodies and illustrated the collaboration between counties and the
Project.

« 665 participants attended
« 50 counties represented
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Maintenance & Enhancement (M&E) Roadshows
March Roadshow — R3 & R4 Feedback

WelYe|(=lel

Good
presentation

No follow-up
Slower pace questions or support
needed

= Feedback has been incorporated into the April Roadshow
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Maintenance & Enhancement (M&E) Roadshows

The April Roadshow will cover the topic of Ticketing and ServiceNow. [t is
scheduled for three days, 4/9-4/11/2024. The objective of the Ticketing
and ServiceNow Roadshow is to ensure counties understand how to
navigate the CalSAWS issue resolution process and provide information on
how to frack issues that have been logged.

« Topics include:
- ServiceNow
- Cases, Incidents/Problems
- Service Requests
- Dashboards
- Knowledge Base

« 467 participants registered
« 49 counties represented
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Maintenance & Enhancement (M&E) Roadshows
Planning and Roadshow schedule

Sessions Sessions
03/19/24 05/07/24
03/20/24 05/08/24
03/21/24 05/09/24
March 2024 - Governance May 2024 - SCR Future Roadshows -
completed Lifecycle Topics/Cadence TBA
Feb. 2024 y¢ April 2024 - Ticketing/SNOW June 2024 - Release Management
Planning *Subject to Change
Sessions Sessions
04/09/24 06/11/24
04/10/24 06/12/24
04/11/24 06/13/24
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Maintenance & Enhancement (M&E) Roadshows

D CRFIl for May Roadshow #3 SCR Lifecycle was released on 4/8.
County responses with participant names are due on 4/19.

. Provide Roadshow updates at a future meeting.
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Adjourn Meeting
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