
        
       

         

 

 

 

 

As we continue our journey with BenefitsCal, we 
recognize the importance of evolving together. Our strong 
foundation, built on dedicated teamwork and shared 
successes, positions us well for the BenefitsCal M&O 
Project. We bring together familiar faces who have been 
instrumental in delivering BenefitsCal alongside fresh 
perspectives from our recent Health and Human Services 
engagements. This blend of continuity and innovation 
helps us remain responsive to your needs and committed 
to our shared goals.  
BenefitsCal is entering a new era—one that requires both 
a deep understanding of past operations and a forward-
looking approach. The approach focuses on increasing 
adoption, amplifying awareness and perception, 
promoting equitable and inclusive accessibility, and 
securing crucial customer information all while exploring 
emerging technologies to enable this new era. Our 
proposed key staff bring over 108 years of collective 
experience across multiple specialized domains to 
manage, operate, and evolve BenefitsCal, supporting 
and accelerating the Consortium’s goals. They all have 
chosen to build their careers in Health and Human 
Services (HHS) with a mission-focused, empathetic 
mindset. Why does this matter? Our team knows what is at 
stake if Californians cannot reliably count on a means of 
accessing services in their most vulnerable time of need.  
Our proposed team combines intimate knowledge of 
BenefitsCal, its integration with the CalSAWS enterprise, 
and extensive nationwide experience in HHS. They have a 
proven track record in developing and managing Self-
Service Portals and direct experience with BenefitsCal 
systems. Our team’s blend of capabilities positions us to 
meet the Consortium’s vision and goals. Our team is 
familiar with the complexities of the Consortium 
operations and has successfully implemented solutions 
that align with its strategic objectives. We are committed 
to providing efficient, low-risk M&O services. Our focus is 
on ongoing stability and enhanced service delivery. We 
implement strategies and innovations that not only 
reduce operational risk but also protect data integrity. 

RFP Reference: 6.3.3.5 Section 3 – Staffing Approach 
RFP Reference: 6.3.3.5.1 Staffing Approach Narrative 
RFP Reference: 6.3.3.5.2 Staffing Experience Details 

• Our proposed staff 
bring, collectively, over 
108 years of relevant 
experience delivering 
BenefitsCal.  

• Our management team 
has experience across 
E&E programs and 
BenefitsCal’s core 
technology to guide the 
Consortium. 

• Our team brings over 22 
years of direct 
experience working with 
California and County 
agencies. 

• Our team brings 
together the 
experience of having 
been the original 
BenefitsCal 
implementer and 
current maintenance 
and enhancement 
vendor with 
complementary 
experience from team 
members from other 
states. 



        
       

         

 

 

 

Table of Contents 

3.1  Staffing Approach Narrative ....................................................................................... 3-1 
3.1.1  BenefitsCal Staffing Approach (S1) ..................................................................3-2 

Criteria Used to Select Our Key Staff ................................................................3-6 
3.1.1.1  General Contractor Staffing Responsibilities ....................................3-7 

Providing Staff Necessary to Fulfill the Contract ...............................3-7 
Agreement Price for Additional Staff .............................................. 3-10 
Facilitating Productive Working Relationships with Consortium Staff, 
County staff, other Consortium contractor staff, and State 
staff/project sponsors........................................................................ 3-10 
Proactive Coordination and Collaboration with Consortium and 
Other Stakeholders ........................................................................... 3-11 
Deloitte’s BenefitsCal Organizational Chart ................................... 3-12 
Organization Model .......................................................................... 3-14 

3.1.1.2  Staff Responsibilities .......................................................................... 3-14 
Communication Skills and Working with Diverse Groups ............... 3-14 
Project Meeting Preparation and Participation ............................. 3-16 
Identifying and Escalating Issues ..................................................... 3-16 
Approach to Minimizing Staff Turnover ........................................... 3-17 

3.1.1.3  Contractor Staff Changes ................................................................ 3-19 
Addressing Expected Key Staff Changes ....................................... 3-19 
Addressing Unexpected Key Staff Changes .................................. 3-20 

3.1.1.4  Staff Performance ............................................................................. 3-21 
Skills and Experience Necessary to Fulfill Responsibilities ............... 3-21 
Identifying and Correcting Performance Issues ............................. 3-21 
Procedures for Consortium Identified Performance Issues ............ 3-22 

3.1.1.5  Staffing Worksheet (S2) ..................................................................... 3-23 
 



        
       

         

3.1.2  Key Staff ............................................................................................................ 3-24 
3.1.2.1 BenefitsCal Project Manager .............................................................. 3-25 
3.1.2.2 BenefitsCal Project Management Office Lead ................................. 3-25 
3.1.2.3 BenefitsCal Transition-In Lead .............................................................. 3-26 
3.1.2.4 BenefitsCal Application Manager ...................................................... 3-26 
3.1.2.5 BenefitsCal Product Manager ............................................................. 3-27 
3.1.2.6 BenefitsCal User Centered Design Lead ............................................ 3-28 
3.1.2.7 BenefitsCal Testing Manager............................................................... 3-28 
3.1.2.8 BenefitsCal Security Manager ............................................................. 3-29 
3.1.2.9 BenefitsCal Public Communication Lead .......................................... 3-29 
3.1.2.10 Key Staff Client References ............................................................... 3-30 

3.1.3  Additional Insight Partners and Specialists ..................................................... 3-30 
3.2  Staffing Experience Details ........................................................................................ 3-35 

3.2.1  Staff Resumes and Qualifications ................................................................... 3-35 
3.2.2  Key Staff Client References ............................................................................. 3-35 

 

Tables 
Table 3-1.  Selection Criteria for Deloitte Staff ............................................................... 3-6 
Table 3-2.  Engagement Guiding Principles ................................................................. 3-11 
Table 3-3.  Approach to Communication ................................................................... 3-15 
Table 3-4.  Key Steps of Issue Management Process .................................................. 3-17 
Table 3-5.  Examples of Methods Deloitte Uses to Minimize Turnover. ....................... 3-18 
Table 3-6.  Performance Review Activities Carried Out by the Deloitte Leadership 

Team. ............................................................................................................ 3-22 

Figures 

Figure 3-1.  Staffing Approach ......................................................................................... 3-2 
Figure 3-2.  The Four Types of Deloitte’s Business Chemistry Model. ............................. 3-6 
Figure 3-3.  Deloitte's GPS Capabilities Enhance the BenefitsCal Project. ................... 3-8 
Figure 3-4.  BenefitsCal Services Tasks and Subtasks ...................................................... 3-9 
Figure 3-5.  Deloitte’s M&O Organizational Chart ........................................................ 3-13 
Figure 3-6.  Issue Management Process ........................................................................ 3-16 
Figure 3-7.  Proactively Managing Staff Changes ........................................................ 3-19 
Figure 3-8.  The BenefitsCal Leadership Team .............................................................. 3-24 





BenefitsCal Maintenance and Operations Services RFP #01-2024  
Volume 1 – BenefitsCal Business Proposal  

Deloitte 2024 BenefitsCal Staffing Approach Section 3 Page 3-2 

organization that has reach to bring in solutions and do so as part of their standard way 
of delivering.  

For this contract we have identified seasoned leaders that: know the Counties and 
CalSAWS ecosystem, led cyber risk and threat intelligence efforts for similar systems, 
driven communications for a former Governor and Deloitte’s own public relations, 
served as a legislative liaison for one of the State Partners, and leads Deloitte’s Digital 
Transformation and Customer Experience efforts for the State of California. The 
collective experience and expertise of our proposed team members, as shown in  
Figure 3-1, distinguishes us from other firms in the field. 

 
Figure 3-1. Staffing Approach. 
 

Criteria Used to Select Our Key Staff 
We have selected individuals who are committed to supporting the BenefitsCal M&O 
Services contract. With extensive knowledge of the necessary requirements, our unified 
team is dedicated to achieving a fully functional and secure BenefitsCal system. For our 
key staff, proficiently maintaining and operating an E&E system is fundamental to our 
operations. Table 3-1 summarizes the selection criteria we used to build your BenefitsCal 
M&O Services team.  
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Figure 3-3. Deloitte’s GPS Capabilities Enhance the BenefitsCal Project. 
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This section outlines our comprehensive approach to meeting the RFP Statement of 
Work (SOW) requirements and services through strategic staffing and resource 
allocation, depicted in Figure 3-4. 

 
Figure 3-4. BenefitsCal Services Tasks and Subtasks. 
 

Large Subcontractor Network for Specialized Capabilities 
Given the mission-critical nature of the services delivered as part of the BenefitsCal 
Services SOW, we have opted not to subcontract portions of the contract to another 
vendor, but rather to augment our team with resources through our Contingent 
Workforce Services (CWS) function. CWS allows Project Manager, Onur Senman, the 
flexibility to quickly onboard additional resources as needs arise through the 
enhancement process. Deloitte forms strategic subcontracting relationships to provide 
the most qualified team to support our engagements and will work with the Consortium 
for pre-approval before engaging subcontractors. 
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– Partner Coordination: BenefitsCal conducts regular meetings and discussions with 
partner systems to align functionalities and coordinate on any forthcoming 
system changes. 

Effectively Using Hybrid Work Environments 
To enhance collaboration across the Consortium, the Deloitte Team, and other 
contractors during ongoing operations, we have established a suite of tools designed to 
maintain alignment. Recognizing the hybrid nature of our work environment, we use 
Microsoft Teams to synchronize our joint team activities across different systems. 
Although technology plays a crucial role in facilitating communication, we 
acknowledge that the most robust relationships stem from direct, in-person interactions, 
complemented by our teleconferencing capabilities. 

Additionally, Deloitte is well-equipped to operate within a multi-contractor framework. 
Each contractor operates under its own set of agreements, deliverables, schedules, 
and methodologies. Deloitte's proficiency in such environments is well-documented 
through our previous engagements with various State of California projects, including 
BenefitsCal, CalWIN ISS, California’s Medicaid Management Information System (CA-
MMIS), Child Welfare Services–California Automated Response and Engagement 
System (CWS-CARES), California Cybersecurity Strategy, and CalHEERS, as well as 
numerous E&E projects nationwide. 

We are prepared to work with other contractors as we have done successfully in last 
four years with BenefitsCal. We have a clear understanding of what we are tasked with 
to operate and manage BenefitsCal and are actively involved regardless of what 
badge we wear on the project. The role we play is more than just helping maintain the 
BenefitsCal M&O; it is to help bring together the Consortium and other contractors to 
meet SLA requirements, continually optimize system performance, and effectively 
identify and mitigate risks. We sustain a collaborative environment to support a fully 
functional CalSAWS ecosystem. 

Deloitte’s BenefitsCal Organizational Chart 
You can rely on our highly skilled team to deliver quality, provide stability, and prioritize 
your vision of a fully integrated enterprise organization within the Consortium. We supply 
a staff with a combined 36 years of E&E experience, working alongside the Consortium 
for 12 (combined) years. Our key personnel have your required attributes and meet the 
requirements for each of the key positions described in the RFP. Our organizational 
chart illustrates our team structure and lines of accountability within our team.  

In our organizational chart (Figure 3-5), a key icon  identifies key staff positions. 
Resumes for each key staff member can be found in Attachment B10–Staff Resumes 
and Qualifications. The chart includes additional non-key personnel who add significant 
value to the Services contract. The organization is structured to demonstrate the 
collaboration and relationships of key BenefitsCal-related work threads to the 
Consortium and other Consortium contractors. 

( ) 
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Figure 3-5. Deloitte’s M&O Organizational Chart. 
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Our leadership team is committed to inclusively tailoring communication methods and 
styles for each group. As a diverse group of professionals, we embrace the opportunity 
to consider perspectives and suggestions from all involved, including Consortium 
Sponsors/Staff, the Counties, CWDA, and other contractors. We prioritize maintaining an 
equitable communications standard that fosters a sense of belonging across 
interactions.   

Project Meeting Preparation and Participation 
Our team is well-prepared and actively engaged, bringing the latest and most relevant 
information to every meeting, including status updates, strategy sessions, and 
impromptu discussions. By preparing in advance, we effectively report on project status 
and metrics, address issues, and collaborate on risk mitigation strategies with the 
Consortium and other contractors. This proactive approach protects the interests of the 
Consortium and Counties. We are ready to engage, collaborate, and advocate for the 
Consortium's best interests in various meetings, such as PSC, JPA, committee meetings 
(e.g., CalWORKs, CalFresh), federal IT meetings, State Sponsor Meetings, and CDSS 
stakeholder meetings. We coordinate with the Consortium beforehand to align on key 
messages and sensitive topics for discussion. 

Our team prepares for meetings knowing that we might need to gather additional 
information. We commit to promptly providing answers or updates at the next 
scheduled meeting, as coordinated with the Consortium and other CalSAWS 
contractors.  

Identifying and Escalating Issues 

Not addressing project issues quickly can slow down work, increase redoing tasks, and 
risk the quality and timing of important BenefitsCal activities. We manage issues 
according to the Consortium's guidelines in the Project Control Document (PCD), 
aiming to solve problems at the lowest organizational level to speed up project 
delivery. From our experience, we evaluate the impact of risks and their likelihood of 
becoming issues. Often, we've already handled similar issues in other projects, which 
helps lower the overall risk for this project. 

Deloitte plans to use the Consortium’s risk and issue tool to efficiently log and track 
issues, simplifying the escalation process and enhancing transparency for better 
decision-making during the transition-in phase. Currently, the process is manual, 
requiring individuals to notify others of changes. By switching to Jira, this manual effort 
will be significantly reduced. Issues can occur at any project phase and must be 
addressed quickly to avoid affecting the schedule, scope, quality, and budget. 
Deloitte's six-step issue management approach aligns well with the Consortium’s four-
step process, as detailed in Figure 3-6 and Table 3-4.  

 
Figure 3-6. Issue Management Process. 
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• Planning and Monitoring: PMO Lead Radhika Rastogi and Contract Manager 
Susanne Nielson continually assess and confirm full compliance with RFP 
requirements and scope of work, managing project schedules, scope, and 
resources effectively. We strive to minimize staffing turnover, particularly for key staff, 
by proactively addressing personnel issues, managing staffing transitions, and 
providing continuous and cross-role training. Additionally, we enhance team 
dynamics among the Consortium, State Sponsors, CWDA, County staff, and 
contractors.  

• Consortium Notification: If the need for a planned staff transition arises, our Project 
Manager, Onur, gives written notification to Project leaders, including the 
Consortium Executive Director, within 30 calendar days. Deloitte’s national staffing 
managers can quickly mobilize and deploy people with the right mix of skills and 
experience for specific project roles, pulling from across the United States.  

• Candidate Search: We identify the necessary skills and experience for project staff 
based on the Scope of Work, role responsibilities, and comparable project 
experience. After determining these criteria, we collaborate with internal resource 
managers to compile a list of qualified candidates. Our management team then 
conducts pre-deployment interviews and checks alignment with candidates' 
professional goals to confirm their suitability for the project. 

• Consortium Candidate Vetting: Onur provides two resumes for recommended 
replacements and two references to review for each key staff replacement. Within 
seven days of providing written notice of a transition, we provide and enact a 
transition plan describing the approach for handoff and knowledge transfer 
between the current and replacement staff, thereby minimizing the risk and impact 
to the project.  

• Execute Roll-on and Roll-off Processes: Our onboarding lead orderly manages staff 
departures to reduce impacts to project activities. This effort includes conducting 
transition planning with scheduled and unscheduled staffing modifications, 
conducting transition and training of new staff with departing staff, and conducting 
exit interviews with departing staff to identify opportunities for improvement.  

 

Addressing Unexpected Key Staff Changes 
If a team member is unexpectedly absent, Onur notifies the Consortium Executive 
Director in writing within three business days and submits a transition plan within seven 
days. Onur also provides at least two resumes and references for any replacement staff, 
allowing the Consortium to interview and either approve or reject proposed 
replacements. 

Project timelines and milestones are consistently met, with qualified interim resources 
covering roles until permanent replacements are found. In the event of a staff change, 
we facilitate smooth transitions by maintaining a reserve of coverage resources. This 
allows us to promptly fill roles temporarily, drawing from a pre-vetted candidate pool. 
Our leads orient potential new team members about their roles and the project 
specifics. The roles and responsibilities, including those of non-key staff, are detailed in 
the project staffing plan outlined in Attachment 13 – Staffing Worksheets, which is 
distributed to new project members.  
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skilled in formulating strategic plans that align with business goals so that complex 
requirements are translated into actionable deliverables. 

3.1.2.3 BenefitsCal Transition-In Lead 

 
Why is Mike right for this role? 
Mike exceeds the skills, qualifications, and requirements for this project position. He 
successfully performed operational transition activities on three large and complex IT 
system projects for state and federal clients. Most recently, he has led multiple large-
scale transitions of large application portfolio and IT service management programs 
from incumbent vendors including from the CalSAWS incumbent vendor at CalHEERS 
and in the State of Texas. He is familiar with their processes, approach, and style and 
has navigated challenges such as documentation gaps and technology stack 
complexity. Mike is planned to serve as the CalSAWS M&E Transition Manager for 
Deloitte and will have gained valuable CalSAWS exposure and experience from that 
effort. Mike brings his extensive experience providing strategic guidance to large-scale 
system integration projects to the role of Transition Manager. Overall, Mike has over 20 
years of experience in large and complex IT implementations. The transition durations 
for his projects are a testament to his transition delivery experience. 

3.1.2.4 BenefitsCal Application Manager 

 
Why is Avinash right for this role? 
Avinash is a seasoned leader in enterprise technology transformations, with a 
specialized focus on Cloud implementations. His expertise spans managing and 
supervising M&O teams, enterprise workloads, applications, and cloud infrastructure 
projects. Avinash has demonstrated a robust capability in leading diverse teams that 
support the maintenance and optimization of enterprise systems, securing high 
performance and reliability. His extensive experience is particularly notable in the 
context of integrated eligibility systems specific to the State of Hawaii's Benefit, 
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Employment, and Support Services Division (BESD) where Avinash played a pivotal role 
in M&O services and enhancing the MedQuest and KOLEA systems. These projects 
involved complex data center and platform infrastructure along with integrations that 
required a deep understanding of both the technical and functional aspects within the 
realm of specific regulatory requirements. Avinash’s strategic leadership and deep 
technical expertise make him an exceptionally qualified candidate for roles that 
demand profound technical knowledge and a proven ability to steer significant IT 
projects and innovations, especially in environments requiring integrated eligibility 
solutions. 

3.1.2.5 BenefitsCal Product Manager 

 
Why is Gretchen right for this role? 
Gretchen exceeds the skills, qualifications, and requirements for this project position. 
She has over five years of technical and functional product management experience 
serving in product manager type roles across the public sectors. She has overseen 
efforts to discover new user needs and incorporate ongoing feedback to iteratively 
improve products over time. She is experienced in UX design and managing both 
technical and design teams. Gretchen confirms that User-Centered Design (UCD) 
processes and User Experience (UX) methodologies are applied in the product 
development cycle and that input from users and other stakeholders is included in UCD 
activities throughout the design and development process. Gretchen can identify and 
proactively bring forward solutions that provide the most efficient and effective 
engagement of users, streamline service delivery, and bring the most value to users. She 
prioritizes enhancements to create the most value and align with the overall product 
vision. Gretchen has over 13 years of technology consulting experience in leading, 
planning, and implementing strategic solutions for critical IT applications. 
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3.1.2.6 BenefitsCal User Centered Design Lead 

 
Why is Blake right for this role? 
Blake is a distinguished UX Design Lead with extensive experience exceeding five years, 
specializing in UCD across both public and private sectors. His prior role as the Design 
Manager for CA CARES underscores his ability to enhance user interfaces while 
maintaining a strong focus on accessibility, inclusivity, and ethical design practices. 
Blake has led the design for major releases, like enhancing user experience and 
interface of the Child Welfare portal and guiding the entire User-Centered Design 
(UCD) processes for Genetic Disease Screen Program’s (GDSP) modernization process. 
From discovery through prototyping, From User interview to user testing, from focus 
groups to training demos, from requirements gathering to implementation, He has 
delivered a standout solution for the California Department of Public Health, leveraging 
full cycle automation and results from extensive usability studies. Through his leadership, 
Blake has significantly elevated the user experience of many different projects, 
enhancing user satisfaction and engagement. His commitment to ethical and inclusive 
design has set a high standard for accessibility and influenced broader design 
practices within her projects. 

3.1.2.7 BenefitsCal Testing Manager 

 
Why is Mufaddal right for this role? 
Mufaddal is a seasoned Testing Manager with over 13 years of experience in IT systems 
testing, stakeholder management, and contractor oversight. His extensive experience 
includes leading the testing efforts for the BenefitsCal project since it began in 2020, 
demonstrating a strong commitment to quality and continuous improvement. He led 
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the comprehensive testing efforts encompassing system, integration, User Acceptance 
Testing (UAT), and regression phases. He oversaw the development of an automated 
testing suite to verify that there were no regression issues and confirm ADA compliance 
and accurate language translation validation. He maintained a notably low defect 
rate in production due to meticulous testing practices and quality focus. His leadership 
in testing has directly contributed to the successful deployment of robust IT systems with 
minimal disruptions and high user satisfaction rates. Mufaddal’s focus on precision and 
excellence in testing practices has set benchmarks for quality for the projects he has 
managed. 

3.1.2.8 BenefitsCal Security Manager 

 
Why is Karthik right for this role? 
Karthik is a seasoned cybersecurity expert with more than 14 years of dedicated 
experience in the field and a six-year track record with the State of California. As a 
Certified Information Systems Security Professional, his extensive background in 
designing IT safeguard mechanisms, strategizing data protection plans, and leading 
statewide cybersecurity initiatives makes him an ideal candidate for this project 
position. Karthik led the BenefitsCal platform from design to implementation, 
maintaining a record of zero security incidents caused by BenefitsCal. He has also led 
integration efforts with other consortium systems, such as ForgeRock. Karthik’s 
leadership has not only protected critical state systems but also confirmed their smooth 
integration and operation in a multivendor environment. His ability to merge robust 
security measures with user-friendly system design has significantly contributed to the 
operational success and reliability of state-managed digital platforms.  

3.1.2.9 BenefitsCal Public Communication Lead 
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Human Services and Education in California. She started her career supporting the 
implementation of Los Angeles LEADER and moved on to leading the application 
development for WDTIP and later to ISAWS. 

 
Why is Megan right for this role? 
Megan has 15+ years of experience in both the public and private sectors, where she 
has effectively developed and advocated for policy and legislative priorities impacting 
health and human service programs. Her experience includes roles such as Federal 
Legislative Coordinator at the California Department of Social Services and Director at 
the American Public Human Services Association, where she led national efforts to 
integrate public health and human services. Megan's proven track record in 
government relations and her ability to represent and negotiate across diverse 
platforms, such as the American Public Human Services Association and the National 
Governors Association's Human Services Advisory Institute, demonstrate her strong 
communication skills and her deep understanding of federal regulations and 
Congressional legislation. Additionally, Megan has expertise in federal regulations and 
Congressional legislation spanning human services (e.g., child welfare, childcare, TANF, 
SNAP, eligibility & enrollment) making her exceptionally qualified to handle complex 
communications and stakeholder engagement in the Communication Specialist role, 
especially tailored to BenefitsCal. 

 
Why is Matt right for this role? 
Matt Stuart is a UX leader with over 15 years of experience in fostering the creative 
design of intelligent interactive technology experiences. Currently serving as the 
Consumer Experience Lead on CalHEERS, Matt’s skill set enables him to assemble 
multidisciplined UX teams and develop custom systems and iterative design processes. 
His blend of leadership, design acumen, and team-building capabilities can make him 
an excellent UCD Specialist to the BenefitsCal team seeking to enhance user 
experience. 
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Why is Frank right for this role? 
Frank Mecca served as CWDA’s Executive Director from October 1991 - December 
2020. During this time, he helped establish CWDA as a leading advocacy and policy 
organization in public human services. Under Frank’s leadership, the association was 
instrumental in the development of significant human services programs and policies, 
including helping shape the CalWORKs program, creating the Adult Protective Services 
program, and advocating for significant child welfare reform efforts such as extending 
foster care support to youth after age 18. Frank was Vice Chairman and a board 
member of the California Budget & Policy Center, as well as a member of the California 
Child Welfare Council. He is a former president of the National Association of County 
Human Services Administrators. Frank brings to our team a view from the Counties and 
experience navigating the complex SAWS stakeholder environment. 

 
Why is Austin right for this role? 
Austin Sincock is an ideal candidate for the BenefitsCal Technical Specialist role, with 
over 15 years of experience managing complex technical projects in both commercial 
and governmental sectors. His expertise in the full System Development Life Cycle 
(SDLC), demonstrated by his work with entities like  

, aligns with California's technical needs in public welfare 
systems. Austin has led Agile transformations at the , 
showcasing his ability to innovate and adapt frameworks that enhance operational 
efficiency and system reliability—crucial for the BenefitsCal initiative. His skills in 
Enterprise Java and web-based applications significantly benefit California's benefits 
administration platforms. Additionally, as a published author and recognized expert in 
Java/SAP integration, Austin's insights and strategies add substantial value to the 
BenefitsCal program. His proven track record in managing projects and strategic 
implementations in complex environments positions him well to support California's 
public sector technology advancements.  
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Why is Jerry right for this role? 
Jerry has more than 17 years of experience in Health and Human Services. Jerry has 
been working on SAWS projects starting with C-IV, then onto LRS and now with 
BenefitsCal. He currently leads efforts with CalSAWS and the EBT vendor (FIS) as 
integration partners for exchanging information with BenefitsCal. Jerry also drives 
BenefitsCal performance testing and leads presentations to the architecture review 
board and facilitates the processes around FinOps. He has experience working in other 
states as well in Alaska, Kansas and Kentucky. Bringing multi-state experience to 
California brings fresh perspectives around managing and modernizing CalSAWS 
technology. In Jerry’s current role with BenefitsCal he led the effort to implement a 
serverless, cloud native portal that is reflective of the future state where the Consortium 
would like to move. As Jerry will be transitioning to CalSAWS he will provide guidance to 
the BenefitsCal team in an advisory capacity only.  

 
Why is Karen right for this role? 
Karen has over 20 years of experience in strategic and crisis communications, 
specializing in large-scale IT and business transformation projects that often attract 
attention from elected officials, auditing agencies, and the media. Since joining 
Deloitte in 2010 from a PR firm in Pennsylvania, where she previously led the public 
affairs and crisis communications practice, Karen has been instrumental in shaping 
communication strategies across various high-profile projects. Her expertise as a former 
gubernatorial press secretary and political strategist has made her a trusted Specialist 
to many Deloitte clients, enhancing the firm's engagements across 30 states, Puerto 
Rico, and Washington DC. Karen's extensive experience in public sector projects is 
complemented by her ability to navigate complex political landscapes and manage 
sensitive information, making her an invaluable asset in guiding projects toward 
successful outcomes. Her strategic insights bring fresh perspectives to each project, 
driving innovation and modernization in public sector communications. 
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Why is Ellie right for this role? 
Ellie is a highly qualified candidate for the UX designer role, with significant experience 
as the UX Design Lead for the BenefitsCal self-service portal. She is enthusiastic about 
rejoining BenefitsCal, now equipped with additional certifications in UX Design, 
Research, Prototyping, User Testing, and Data Analysis from EdX. Her comprehensive 
understanding of the California landscape and her critical contributions to major 
BenefitsCal releases—overseeing both functional and design team workflows and 
directing UCD/UX Design lifecycle activities such as discovery research, prototyping, 
and usability testing—position her to elevate the solution’s design and user experience 
substantially. Utilizing analytics and customer feedback, Ellie has consistently enhanced 
client satisfaction and overall user engagement. With over five years of UCD 
experience across various sectors, Ellie advocates for inclusive, accessible, and ethical 
design practices to enhance user experiences universally. 

 
Why is Brook right for this role? 
Brook brings extensive experience in multi-stakeholder collaboration, adept at 
transforming complex policy information into concise, user-friendly content. She has 
improved the user engagement strategy for various Integrated Eligibility projects, 
enhancing the accessibility and understanding of Medicaid, SNAP, and TANF benefits. 
Brook's development and execution of a Customer Experience (CX) Measurement plan 
highlights her commitment to outstanding user experiences. Her approach incorporates 
best practices in Diversity, Equity, and Inclusion, making User-Centered Design activities 
inclusive and equitable. Additionally, her leadership in documenting and refining the 
HMO enrollments process for a State’s Department of Health Services project has been 
recognized for its clarity and effectiveness. Brook's leadership in developing a user 
research approach for the State’s Integrated Eligibility System Consortium has crucially 
informed design concepts that resonate with multiple teams.  

  






