CalSAWS | JPA Board of Directors Meeting

September 27, 2024




Agenda

1. Call Meeting to Order
2. Confirmation of Quorum and Agenda Review

3. 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 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 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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Closed Session




Closed Session

= Conference with Legal Counsel — Existing Litigation (one item), Bid
Appeal of Accenture LLP, RFP 01-2022.

The Open Session of the CalSAWS JPA Board of Directors
Meeting will resume shortly.
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Reconvene Open Session

e  Announcement of action taken in
Closed Session, if any.




Action ltems




Action Items

6. Approval of Gainwell Technologies, LLC Infrastructure
Agreement, which includes goods and services required for

ongoing monitoring, upgrading and maintaining the CalSAWS
Information Technology infrastructure.

CalSAWS | JPA Board of Directors Meeting 7



Gainwell — Infrastructure Agreement

Transition and One-Time Deliverables Transition Period: 10/1/2024 - 1/31/2025

Project Management Office Base Term: 10/1/2024 — 1/31/2031

Hardware / Software

Architecture Evolution Support Extension Year 2: 2/1/2032 - 1/31/2033
WAN & Net ‘ Extension Year 3: 2/1/2033 - 1/31/2034
& Networ Extension Year 4: 2/1/2034 - 1/31/2035
Administration/Management
Environment Support
Performance Management CalSAWS Infrastructure Overall Price Total '“f"’s*"’c:‘::n "’;‘:ifg‘”m ekl
Tier 1 and 2 CalSAWS Service Desk Infrastructure Transition-In Deliverables $3,765,068
. . . Infrastructure Base Deliverables $8.,668,071
BenefitsCal Technical Service Desk Infrastructure Hardware Price $73,583,778
fi . Infrastructure Software Price $147,522,654
Con IgUI’OTIOﬂ Monogemen’r Infrastructure Telecom Price $18,993,921
Capacity Planning Infrastructure Services $222,821,305
Infrastructure Imaging Price $75,898,122
Technical Recovery Infrastructure Other Price $5,423,898
S it Infrastructure Transition & Base $556,676,817
ecurnty
Imoging Maintenance & Opero’rions Change Order Allowance $30,000,000
GA/GR Noticing Operations County Purchase Allowance $20,000,000
iﬁ\onge Order and County Purchase Total Base Term $606,676,817
owance
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Gainwell Technologies, LLC
Gainwell Leadership Team

Mark Knickrehm Chris Van Vilack Dawn Wilder
Chairman and Senior Vice Account Generdl
Chief Executive President Manager

Officer
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Action ltems

/. Approval of Consent ltems

a. Approval of the Minutes and review of the Action ltems from
the August 16, 2024, JPA Board of Directors Meeting.

b. Approval of the Medi-Cal Privacy and Security Agreement
between the Department of Health Care Services (DHCS)
and the California Statewide Automated Welfare System
(CalSAWS).

c. Approval of Accenture Change Notice 35, which includes
administrative adjustments for WAN and operations,
extension of monthly second-cut database, SFY shifts, and
four (4) county purchases.

d. Approval of Deloitte Portal Mobile Work Order 15, which is @
request o add one (1) premise item for GetCalFresh Parity.

e. Approval of Deloitte Portal Mobile Work Order 16, which
includes arequest to add two (2) premise items for Family
Reunification (AB 135) and CalFresh Disaster Application (CF
385).
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Informational Items




Proposed CalSAWS
Reorganization




CalSAWS

Executive Director E— Innovation

Procurement
Executive Assistant ————— Contracts &

Data & Analytics

Application Policy, Design, and OTe:'r‘gilif) ‘:Is BenefitsCal Customer Project Chief Information
Development Governance P Engagement Management Office Security Office
. . P h \\ Regional | | PMO Equity & Access \\ Fi
Training & Adoption EEpUEED (5 Managers Administration inOps
—  Contact Center | Privacy Office

- Imaging — Fiscal
Lobby | Transition
Management Manager
— Help Desk
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Performance Trends




Performance Trends

SLAs and Onshore/Offshore Hours
CalSAWS SLAs

BenefitsCal SLAs

June - Aug* 2024 June - Aug 2024 p
. erformance
Accenture Deloitte
HEETEEE v All Daily Transactions 100%
X System Availability 99.9%
6/4/24 - Unable to Access CalSAWS (28 minutes to resolve) Imaging SLASs
v 8 - June - Aug 2024
Helpdesk Diagnosis 98.4% Hyland Solufions Performance
X Monthly Uptime 99.89%
v
System Response 100% 07/11/24 - (85 minutes to resolve)
08/09/24 - (61 minutes to resolve)
v Batch Completion 100% v Monthly Page Views 98.82%
e . AT v Monthly Database
v' Training Environment Availabilit 1 Y
d 9 onme el 2y e Transactions 99.89%
v Standard Report Response 0]0)74 .
& o ° Onshore/Offshore Metrics
. . June - Aug 2024
v
Security Incident Response 100% Onchore % Orhore %
v Disaster Recovery Response 100% HomeEeel oL 2 S
CalSAWS Hours 64% 36%
X ForgeRock 99.9% CalSAWS

6/4/24 - Users Unable to Log in (28 minutes to resolve) Cost of Rework

Onshore % Offshore %

R24.05 0.44% 1.09%
* August Performance Report is pending review R23.11 - R24.03 1.64% 1.51%
Target < 10% (combined)
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BenefitsCal Update
« ROI Workgroup Update

» BenefitsCal Adoption and
Approach going forward




BenefitsCal
ROl Update

= Next workgroup meeting is scheduled on 09/30/24. Agenda topics include
letter updates and initiate discussion what information is needed to
capture to facilitate users searching for CBO:s.

= Finalized published letters — Tentative issuance Sept/Oct 2024.

Policy & Process ) )
Discussion and Draft Policy Posting

Questions Letters Policy

o 2] (5] @ © >
i @ >

DHCS

Training

Counties
ROI Workgroup DHCS . cDss CBOs
. CDSS ounties
Meetings
g CBOs CalSAWS
BenefitsCal

CalSAWS/BenefitsCal

Ongoing Released in June 2024 In Progress

CalSAWS | JPA Board of Directors Meeting



BenefitsCal adoption
North Stars review reminder

North Stars:

Reduce cost to serve Stakeholder collaboration User self sufficiency
engaging with users

Q0

Iterative OKRs aligned to Reduce foot traffic to county Increase user
value driven metrics offices & increase efficiency engagement & perception

CalSAWS | JPA Board of Directors Meeting




BenefitsCal Adoption
Short Term Update

>-<£IﬂTT _ |

[

Email outreach for renewals
Reviewed and consolidated previous
successful emails and updated design plan
to send first part of October.

Call center IVR cross promotion
Was reviewed and Is part of all counties
IVR systems currently.

Existing county access channels
Review and update of promotional
materials from 2023 in progress.
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Customer Newsletter
Vetting benefit of this channel as
we coordinate broader content.

Organic Social Media
Creation of monthly calendar of
cadence to send and
measurement plan in progress.




Release and Policy Update
« CalSAWS Release Highlights




Release and Policy Update
CalSAWS Releases

9/7/24

9/5/46 9/23/24  10/3/24 TBD TBD 11/25/24

Q *x

November

* R24.09 - 9/23/24
Key Highlights
ACWDL 24-07 - 2024/2025 Family
Members Base Allocation Amount
ACL 22-74 Add and Automate ABAWD
Form CF 886 (11/23)
CMS Certification Recommendations
(OCB/ORR) - e-Verifications Phase |
MEDIL | 21-31 - CalHEERS eHIT:
Alternate Format Options
ACL 22-55 - WTW Pregnancy
Exemption

Y& R24.11-11/25/24
Key Highlights

* ACL 24-07 - Update CW 2186A and
CW 2184 to include PFL and WTW
pregnancy exemptions

s ACL 23-94 - Family Reunification
Funding

*» MEDS Alerts — Add Program
Prioritization to MEDS Alert Task
Configurability

* ACL 24-54 - Resource Limit Increase

................................................................................ forCW/RCA
o R.24.09.05-9/5/24 o R.24.10.03 - 10/3/24 o R.24.11.XX-TBD
Key Highlights Key Highlights Key Highlights
e 2024 CFCOLA, CW MAP & CW IRT * ACL 24-62 - New State Food Benefit * ACIN 1-XX-24 - 2025 State Minimum
Values Type for CalFresh Replacements Due Wage Values
to Electronic Theft
&) R24.09.07-9/7/24 &) R.24.10.Xx-TBD
Key Highlights Key Highlights
* 2024 CF COLA, CW MAP & CW IRT * ACL 18-75- Update CA 800 RIA to Add
Batch 5L aid code
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Reports Status Update




Reports Update

) Defects SCRs
Updates made since last JPA State
Management
Enhancements, 1, 14% Reports Performance Measures « CalWORKs/RCA Adults by
. Dashboard WTW/REP Category Dashboard
Part 2

Fiscal Month-End CalFresh EBT
Reports Cancellations and
Expungements Report
Collections Receipt Daily
Report
Integrated Payroll Summary

Defects, 6, 86%

Architecture Update - Phase 5

Other
Top Changes Upcoming
CA-280351 Architecture update - Phase 5 9 SCRs and 19 Defects planned for release from Late
September to mid-November
Allows for re-running reports per county Functional Design Document Group 3 due 9/30/2024
CA-264170 CalWORKs/RCA Adults by WTW/REP i
Cgfegory Dashboard Part 2 Second survey f(]rgefed for mid-Fall

Excluded individuals not eligible to WTW/REP smmmEEE-EEE_Em—-EEmEmEEmEmEEmEEEmEEEEEm——ES
services, adds new data points, updates to | .

Sanction Effective Date selection

-y,
(R _F _F § 23

* August 17 - September 19
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Reports Update
Focus: L.A. County Only Reports Expansion

= Counties were sent a list of L.A. County reports to identify which
reports may be considered for statewide expansion.

« CRFI 23-024 - Sent: 7/2/2024 | Closed: 7/23/2004

COUNTY RESPONSE

O 20 40 60 80 100

Total L.A. County Only Reports FBB

1 to 9 Counties Interested

10 to 19 Counties Interested

20 or More Counties Interested

No County Interest

mResponded mNo Response
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Reports Update
Focus: L.A. County Only Reports Expansion

Reports with the most inferest:

Month-End CalFresh EBT Cancellations and Expungements Report Fiscal 3 28
EBT Out of County State Transactions Report Fiscal 17 27
SSI-SSP Activity Monthly Report Management 72 26
CalFresh Quality Assurance Report Management 8 23
Month End Authorization Report Fiscal 2 23
Vendor Payment Report Fiscal 0 23
Unclaimed Funds Report Fiscal 1 21
National Voter Registration Act Report Management 3 21
Monthly Collection Disposition Report Fiscal 127 21
Unposted Receipts Monthly Activity Report Fiscal 208 20
AB109 LRS Case Flag Detail Report Management 17 20
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Reports Update
Focus: L.A. County Only Reports Expansion

Next Steps:

Ve N
\
L1 s
\ — - /
P
Review responses ! )
and determine S’
which reports to ® I
proceed with J N
/7

Provide counties { 3

with report details Ny es”
and confirm need @
Sept/Oct

Determine Level of

INn Process

Focus on those with
highest interest first

|dentify any required Effort
changes, eliminate
unhelpful reports SepT—Nov
o Effort = ol T Implement changes
ow Effort = Implemen
Quickly to expand report
High Effort = Committee i
to Prioritize

Deploy in earliest
available release
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Fresno GenAl Update




Fresno GenAl Call Summary Assist Metrics

Below captures production metrics for the Fresno GenAl Call Summary Assist
solution from June 28, 2024 through September 21, 2024

Key Performance Metrics — Generative Al

66K+ 100% 9 seconds
Summaries Summaries Generated Average Call End
Generated Within 40 seconds to Summary End
16% 13% 82%
Reduction in Average Reduction in Average GenAl Summary
Post-Call Wrap Time Handle Time Content Unedited

Eligibility Worker Feedback

Highlights:

+ "Good at organizing the flow of the phone call”

« “Itis great, no suggestions”

» "l like it, makes my job easier”

Suggestions:

« Some words and names recognized incorrectly

» |deas for improving the format and flow of the summary

Select Recent Enhancements

Content:

» Dictionary updates - added acronyms & program terms
* Updated so customer name appears once in summary
« Distinguished timing of worker actions

Format:

» Standardized number & address formats

+ Added paragraph breaks to summaries
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M&E Risks




CalSAWS Project Risks
Risk Exposure Trend

Risk/Issue Trend

30

1.31 .
05 1.19 1.22 1.22 : : 1.4
1.03 ' . 1.2
20
1
1 0.8
: 0.6
0.4
0.2

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

[€)]

o

(€}

o
o

. Risk & Issue Count e Risk Exposure
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M&O High and Medium Risk Summary

Category Risk Risk Name Level
) . Lack of annual project funding may cause schedule delay or reduction in
CalsAWS Project Management Risks 102
I d scope for CalsAWS & other projects
CalSAWS Project Management Risks 203 Proj:l';*ct communicclltions must confinuously evolve, otherwise stakeholder /
audience needs will not be met
M&O Production Risks 044 Percell\fed gap in functionality with GetCalFresh may impact adoption of
BenefitsCal
M&O Production Risks 290 Il?ecl?n’rly released ROI policy lacks clarity which may create privacy and
liability exposure for counties and custamers
M&O Production Risks 994 Counties !'nc:',f not be prepared to reconcile Fscal Reports and sulbmit State
Reports, fimely
M&O Production Risks 297 Coulnlhes mary fclcel challenge?s in adopting management and ad hoc reports if
additional support is not provided
MEQ Production Risks 300 stability of the CalSAWS Enterprise |dentity and Access Management Services
M&O Production Risks 201 Lack of Finalzed FCED Intfegrated Schedule and Test Plan May Impact

CalSAWS API Delivery

*Please note, low risks are not displayed.
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Procurement Update
« M&O Procurement
« BenefitsCal Procurement




Procurement Update
M&QO Procurement

= One Appeal filed by Accenture on February 15.
= Key Dates:

« Appeal Hearing: August 30.

* Appeal Decision: September 26.
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Procurement Update
BenefitsCal Key Procurement Tasks

. BenefitsCal Procurement Event _

Release RFP May 29, 2024
2 Conduct Bidder's Conference June 11, 2024
3 Bidder Question Period May 30 - June 25, 2024
4  Consortium Responds on a Flow Basis June 6 - 26, 2024
5 Consortium Issues RFP Addendum 1 June 14, 2024
6 Consortium Issues RFP Addendum 2 June 25, 2024
7 Consortium Publishes Final Q&A and RFP Addendum 3 July 3, 2024
8 Bidders Submit Request to OTSI for Proposal Folder July 15, 2024
9  Proposals Due July 30, 2024
10 Consortium Issues RFP Addendum 4 September 17, 2024
11 Evaluate Compliance, Firm Qualifications, Business and July 31, 2024 — February 26, 2025
Price Proposals, and BAFOs
12 Prepare and Approve Vendor Selection Report February 27 — April 7, 2025
13 Publish Notice of Intent fo Award and VSR April 8, 2025
14 Contract Negotiations April 11 - 23, 2025
15 State Contract Approval April 24 — May 23, 2025
16 Federal Contract Approval May 27 — July 28, 2025
17 Contfingency Period July 29 — August 14, 2025
18 JPA BOD Approval August 22, 2025
19 Contract Start September 2, 2025
20 Transition-In Period September 2, 2025 - February 27, 2026
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Adjourn Meeting
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