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Presentatlﬁﬂ—'lie%n'f»

CalSAWS Special Agent

SANDEEP

A

CalSAWS Special Agent

Assignment:

Assignment:
CalSAWS Chief Technology Officer

QA Executive
Specialties:

Technology Innovation, Data, Al and
Cloud Architectures

Specialties:

QA, Project Management, Making
Things Better / Getting It Done
Current Location:

i o4 » Current Location:
Undisclosed, USA Undisclosed, USA
Lead Agent |

Random fact:

Hosts Curry and Karaoke parties at
home

Random fact:
Likes dogs, plants, and dad jokes
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Our Top Agents
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RacHEL |

Assignment:
Deputy Director of
Mendocino County DSS, R3 PSC

o . ‘ Specialties:
County Special Agent S i , Medi - Cal, Inter - County Transfers

S HAWN A ' | | Current Location:

Undisclosed, USA

A' N E ' | Random fact:
- Once appeared in a music video
with Olivia Newton - John and

Assignment: Shaun Cassidy
Los Angeles Division Chief and

Region 6 PSC Member

Y

’ Ry 1 4 — Specialties: .
v SFI\)F, h(IBDR 0s WTW program STA County Special Agent l
| alFres rograms —
. | ' PHILLIP :
A Current Location: L ! T :
¥ 3 .t‘,;o. Undisclosed, USA \V/ ' - _ 5 'v, q_%
i Random fact: | : \ Ry

Has been skydiving twice. 4 N.n

Assignment:
San Francisco Alignment and
Guidance Program Director

' ‘ de
) ' | ~ Specialties:
‘ Data and Reports

Current Location:
Undisclosed, USA

‘\’\

Random fact:
Pl ays with a Rubi ko
canoét solve a probl
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AGENDA

Mission Ciritical:
Harnessing
Analytics for Better

Decisions

Analytics Framework for Decisions A Introductions
he Data -Dri Analvti o . 1 7/ i | - ,
A Data-D sions and Analysis Framewaork: -
Counties Using Data: -Driven Framework -

Understanding -CalSAWS Data Architecture

CalSAWS Data Modernization Efforts, including how they. -
support CalSAWS Objectives

Panel Discussion:

| 2025 Annual Conference  d JPA Member Representatives Meeting



What i1s a Data -Driven Decision?

Decision based In facts, metrics, and data that helps guide
business and strategic decisions to better align with and
meet goals, objectives, and priorities. | g

| 2025 Annual Conference  d JPA Member Representatives Meeting



Data -Driven Analysis Framework

02

(e

o

outcomes

|

‘ranslate insights into

~
‘ 1 ﬂ\ﬁ\l\
—-/ o '-_?- \\-JL J L/ "
-

Define KPIs and analyze data
oncrete program and

Understand current data,
for meaningful insights
operational improvements

hallenges, and goals of

al
benefits programs and

county operations

Monitoring
Monitor impact and adjust for long -term sustainability

0 JPA Member Representatives Meeting
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Napa and San Mateo Q-

Mission:
Data -Driven Decision Examples

01 02 03

Discovery Si Actior Outcomes

San Mateo : Sl SilateD. San Mateo : San Mateo::

- Geo and demographic . -~ :
Caseload characteristics ik . Targeted outreach to beneficiaries Reduce Budget Changes Impact
: enrollment, Renewal analysis
Napa : NETER Napa :

: Napa : , e :
Pending App. Report, MC Renewal P Work Assignments and workload Faster Application processing and

Report, Backlog Report Appointment and Notice management reducing backlog -
Status, Progress on backlogs

Monitoring
Monitor impact and adjust for long -term sustainability
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Counties Using
Data -Driven

SlallICVWOIK
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Los Angeles

CalFresh Expedited Services Processing
Case Study

A CalFresh regulations state that all
applications must be evaluated for Expedited
Services (ES) within three days of the application date.

A The ES rate should be at 90% or above.

2025 Annual Conference  d JPA Member Representatives Meeting
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Los Angeles

2025 Annual Conference

Discovery

Some CalFresh
households who were
eligible for ES did not
receive benefits within
three days, which
Impacted families who
urgently needed to
access to food.

Case reviews also
identified cases were

1 ."t ‘\. el eaYe|aj el - ;
not being assessed for
S

O

Insight

A The CF 296 report
tracking ES processing
reflected an 88% rate.

A County received case
Inquiries from customers
on the timely issuance of
ES.

0 JPA Member Representatives Meeting

/-

Action Outcomes

Developed a corrective A ES timely issuances
action plan Increased and continue
Reviewed applications 0 be maintained at the
and reports monthly 08% rate

Developed the ES
Roadmap

Trained staff

Reviewed CalSAWS
functionality

Continued use of CF 296,
along with case reviews
0 Identify root causes

Monitoring & Ongoing monitoring via reports, consistent
training, updating CF tools, and involvement of QC partners



Mendocino

Medi -Cal Redeterminations --Unwinding
Case Study

A Annual redeterminations for Medi  -Cal shall be
compl eted within 60 days
redetermination date.

2025 Annual Conference  d JPA Member Representatives Meeting
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Mendocino

@

%

Discovery

Initial month (June 2023)
of Umw ding Period only

0% REs completed
.rlm-;rly

43.29% renewed via eHIT

63.21% result in ongoing
allgu.n].i y

Insight

A Most eligibility staff had
never processed a
redetermination as they
were hired during
COVID

Medi -Cal caseload size
outpaced staffing

Medi -Cal renewals were
de -prioritized in multi -
program caseloads

Action

Provided renewal
[raining to staff
Created and distributs med

MC RE resourc r::‘t
workers

Created Medi -Cal unit
with banked caseloads
based on Re due month

Used CalSAWS analytics
0 track productivity and
pDrogress

Outcomes

ncreased
Imeliness of RE

processing to 90.22%
eHIT

t In ongoing-

2025 Annual Conference  d JPA Member Representatives Meeting

Monitoring & Ongoing Monitoring and Improvement,
using CalSAWS Business Intelligence and other reports




San Francisco

CalFresh/Medi -Cal Contact Center

Case Study

A High abandon rate, wait times, and call
backs after being on CalSAWS for 2 months

A Leveraged SOS calls every day

(SOS = all workers needed on the phone due to the long wait times)

2025 Annual Conference  d JPA Member Representatives Meeting
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San Francisco

2025 Annual Conference

@

%

Discovery

Began to investigate
high abandon rate,
wait times, and call
pbacks after 2 months
on CalSAWS

Data Reporting and
Analytics (DRA) team
pegan pulling data daily
from Calabrio and AWS

| obby clients indicated
they tried to call the
Contact Center and
were told to go into the
office

Insight

A For overdue tasks,

workers were informing
call -in clients that their
assigned worker would
look into their case

DAR team noticed that
workers were taking calls
that were less than 1
minute, but After Call
Work 0 15 minutes was
consistently at 15 minutes

0 JPA Member Representatives Meeting

Action

Implemented FCR

HR instructed staff to
reduce Language Line
usage O it dramatically
increased since
migrating to CalSAWS

DAR team worked
directly with CalSAWS to
look at AWS Routing
profiles to explore how to
connect monolingual
clients to bilingual
workers

Monitoring & RPA/Bots, call back queues,

Outcomes

May 2024 - Abandon
rates reduced  from
36.9% to 1% during 1 -10

days of month

April 2025 - Abandon rate
at 0.22%, 14 secor

monthly monitoring




CalFresh/Medi -Cal Contact Center §

Case Study

Trends

June 2023 [Avaya] January 2024 May 2024

O
O
B2
O
-
©
LL
-
©
)

Abandon Rate: 12% Abandon Rate: 36.9% Abandon Rate: 1%

Average Incoming Calls/Day: 1,384 Average Incoming Calls/Day: 1,652 Average Incoming Calls/Day: 1,159
Average Wait Time: 4.3 Minutes Average Wait Time: 21.9 Minutes Average Wait Time: 36 Seconds

Average Phone Staffing: 47 in AM/48 in PM Average Phone Staffing: 59 in AM/70 in PM Average Phone Staffing: 55 in AM/65 in PM
Average Call Backs/Day: N/A Average Call Backs/Day: 210 Average Call Backs/Day: 13

| Customers in Lobby for CF/MC: 4,346 Customers in Lobby for CF/MC: 3,944

2025 Annual Conference  d JPA Member Representatives Meeting
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RacHEL |

Assignment:
Deputy Director of
Mendocino County DSS, R3 PSC

o . ‘ Specialties:
County Special Agent S i , Medi - Cal, Inter - County Transfers

S HAWN A ' | | Current Location:

Undisclosed, USA

A' N E ' | Random fact:
- Once appeared in a music video
with Olivia Newton - John and

Assignment: Shaun Cassidy
Los Angeles Division Chief and

Region 6 PSC Member

Y

’ Ry 1 4 — Specialties: .
v SFI\)F, h(IBDR 0s WTW program STA County Special Agent l
| alFres rograms —
. | ' PHILLIP :
A Current Location: L ! T :
¥ 3 .t‘,;o. Undisclosed, USA \V/ ' - _ 5 'v, q_%
i Random fact: | : \ Ry

Has been skydiving twice. 4 N.n

Assignment:
San Francisco Alignment and
Guidance Program Director

' ‘ de
) ' | ~ Specialties:
‘ Data and Reports

Current Location:
Undisclosed, USA

‘\’\

Random fact:
Pl ays with a Rubi ko
canoét solve a probl
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Understanding
CalSAWS Data

Alcnitec
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Current CalSAWS Data Ecosystem

Highlights
A Data is transformed from the
CalSAWS transactional database
directly to the datasets that feed

each core report and dashboard.

A APEX is used by many counties for

supplemental reports.

A 36 counties pull CalSAWS data to
their local databases to use as a

local reporting data source.

A Ancillary data not available

(Contact Center, BenefitsCal, etc.)

Source Ingest

Legacy

Database 36 County

EDR Pulls

Oracle AWS Glue
OLTP Crawler

Cal SAWS| 2025 Annual Conference 6 JPA Member Representatives Meeting

Transform

APEX
Queries

AWS EMR/
PySpark

Output to
Cconsumers

APEX

_ Reports
Un-archived

PBDS0 s
CPOs

Core
Dashboards/
Reports

County
Reports

County
Report
Queries




Current Data Analytics Challenges

DATA CHALLENGES USAGE CHALLENGE®

MULTIPLE SOURCHESF DATA DATA SILOS PREVENT 36DEGREE VIEWS

INCOMPLETE DATA CATALOG, DATA LINEAGE,

NO ANALYTICS DATAMODEL DOCUMENTATION

DATA RECONCILIATION CHALLENGES NO SELFSERVE OPTIONS FOR REPORTS OR DASHBOARDS

> HONOR SYSTEMO6 L HISTORIC DATA LACKINC

REPORTS/IDASHBOARDS ARE TIMECONSUMING TO MODIEFY: NO SUPPORT FOR AI/ML TOOI

| 2025 Annual Conference  d JPA Member Representatives Meeting




Conceptual Modern Analytics Architecture

Source Transform

ngh“ghts Legacy

Database 36 County APEX
A Data Warehouse layer is EDR Pulls Queries .
Un-archived
' Oracle AWS Glue AWS EMR/ PBDSO0s
introduced. OLTP Crawler PySpark CPOs

Data Lake / Data

A Core CalSAWS reports, Warehouse
ﬁ Data Catalog
Data G :
supplemental reports, county e
Security, Compliance
reports 0 would all use the same Usage Metrics, Auditing

Master Data

Businesslevel
Modeling,
History, and
Aggregates

(gold)

o T

Management

source data.

Streaming

A Data catalog, data governance, Other RDS

(CWS,
WDTIPSCATL,
Lobby)

security, master data

Batch
Ingestion

Contact
Center

management, compliance, and

County
Report
Queries

data lineage would be part of the

BenefitsCal

APIl-based
Sources

proposed solution.

Cal SAWS| 2025 Annual Conference 6 JPA Member Representatives Meeting

Dashboards/

Dashboards/

County
Reports
Al SQL
Generator

Output to
Cconsumers

APEX
Reports

Self-Serve

Reports

Core

Reports

22
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Modern Analytics Platform Q

Mission:
Data -Driven Decisions to Meet Objectives

Objective 1. V Customer Access Pain Points and Successes
Enhance Self -
Service Access V Productivity Analysis
This objective is about increasing
the adoption of BenefitsCal  and \V/ E|igibi|ity Analysis

other ancillary features that may

be available through CalSAWS, : _ _
as well as continuously improving V Application Processing Performance

the self -service experience.

V Call Center Analysis

| 2025 Annual Conference  d JPA Member Representatives Meeting




Modern Analytics Platform AN >

Data -Driven Decisions to Meet Objectives

V Churn Analysis

V Program Participation

V Administrative Processing Times

V Staffing Needs, Levels, and Constraints

\/ Trends on Efficient Service Delivery Methods -

| 2025 Annual Conference  d JPA Member Representatives Meeting



Modern Analytics Platform Q

Mission:
Data -Driven Decisions to Meet Objectives

Objective 3: V Demographic Analysis
Enhance User
Experience & V Language Analysis
Support

V Geographic Analysis
This could include increasing the
Intuitive nature of CalSAWS

ool o Al e e V Customer Experience Journey/Trends
The system offers real -time help,
explanations, or tips tailored to V/ Customer Suapport successes
t he usero0os actions. This coul b e
In the form of tooltips, brief .
descriptions, or visual cues that V' Additional Support Areas

explain what each step does
and why it is necessary, helping
users understand the process as
they go. Or, implementing a
comprehensive online self -help
portal and guided navigation for
BenefitsCal, reducing the need
for phone or in -person support.

| 2025 Annual Conference  d JPA Member Representatives Meeting



Modern Analytics Platform Q

Mission:
Data -Driven Decisions to Meet Objectives

Objective 4. \/ Insights Into Staff/Department Successes And Areas
Enhance Reporting,
Analytics, and V' County/Department Productivity
Clle_nt _ V Data Dashboards to Provide Real -time Insights
Communication
Capabllities for V Missing/Incomplete Data

Greater Flexibility
and Insights

This includes improved ad hoc Duplicate Record
reporting functionality and
evaluating current reporting - . ‘ o
needs. Streamlining to client \/ Duplicate Benefits Analysis
correspondence/notices.

V Error Rate Monitoring

“rlm

\/ Household: Data Consistency-

v/ Al/Machine Learning,Moaels to Flag High! - . -RiSk Applications -

| 2025 Annual Conference  d JPA Member Representatives Meeting



MILESTONE 1

Foundational Platform & Migration

A Stand up Data Lakehouse

A Establish best practices

A Automate ingestion

A Migrate existing reports/dashboards

A Direct County access to gold layer data
A Limited disruption to existing reports
A Ease of finding right data for business needs

A Increased performance of data
pipelines

A Timely and accurate data ingestion

A Faster report rendering

| 2025 Annual Conference

CalSAWS Analytics Milestones - Proposed

MILESTONE 2

Continued Integration &
Governance

A Additional data sources

A Self-service business intelligence

A Stream data for real -time performance
A Chat -based analytics interface

A Insights from Call Center, BenefitsCal , etc.

A Customizable reports and dashboards
A Faster insights available to more users
A Optimized workload management

A Proactive alerting to data issues

A Less time spent on fixing defects

A Improved security, governance and
compliance

MILESTONE 3

Analytics Refinement

A Ingestimages and documents
A Provide Customer 360 view
A Integrate key additional data sources

A Single, unified, data platform

A Analysis across multiple data sources

A Improved customer service

A Eliminate need for complex County ETLs

A More time for value -added tasks
A Leverage user behavior data
A Improved program integrity

A Improved compliance  insights

0 JPA Member Representatives Meeting
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Importance of Data In
Effective Decision -Making

Panel Di T0)g
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RacHEL |

Assignment:
Deputy Director of
Mendocino County DSS, R3 PSC

o . ‘ Specialties:
County Special Agent S i , Medi - Cal, Inter - County Transfers

S HAWN A ' | | Current Location:

Undisclosed, USA

A' N E ' | Random fact:
- Once appeared in a music video
with Olivia Newton - John and

Assignment: Shaun Cassidy
Los Angeles Division Chief and

Region 6 PSC Member

Y

’ Ry 1 4 — Specialties: .
v SFI\)F, h(IBDR 0s WTW program STA County Special Agent l
| alFres rograms —
. | ' PHILLIP :
A Current Location: L ! T :
¥ 3 .t‘,;o. Undisclosed, USA \V/ ' - _ 5 'v, q_%
i Random fact: | : \ Ry

Has been skydiving twice. 4 N.n

Assignment:
San Francisco Alignment and
Guidance Program Director

' ‘ de
) ' | ~ Specialties:
‘ Data and Reports

Current Location:
Undisclosed, USA

‘\’\

Random fact:
Pl ays with a Rubi ko
canoét solve a probl
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AGENDA

Mastermind:

Gen Al Call Summary
Prep and Tools

CalSAWS Gen Al Capabilities .
\Welcome and Introductions

Intro In GenAl Summarization
How to Prepare for Your GenAl Implementation - .

Q&A

Closing and -Key Takeaways

| 2025 Annual Conference  d JPA Member Representatives Meeting



CalSAWS Special Agent ; CalSAWS Special Agent

MIKE | ‘ ROBERT

(O)OIMRAVF

AW AN

—

Assignment:
Technical and Operations Director

Assignment:
Contact Center Technology Manager

Specialties:
Technical ProdOps, Contact Center &
Self - Service, and TechOps Security

Specialties:
Contact Center, Gen Al, Child
Welfare, Application Security

Current Location:
Undisclosed , CA

Current Location:
Undisclosed, CA

Random fact:
My first IT job was to fix my
teachers computer in 6th grade.

Lead Agent Random fact:

Ridden Harley from Key West to
Sacramento and  San Diego to British
Columbia

Our Top Agents




4

Y .

Panel Members *’T\Tjw

.u"o.." e [lf

r e

st 1

CalSAWS Special Agent &\ - County Special Agent

NOU

Aak, :

\

Assignment:
GenAl Consultant

Assignment:
Contact Center Manager

Specialties: Specialties:
GenAl Design, Testing, Eligibility Services, Operations,
Implementation, and Maintenance Data Analytics

Current Location:
Undisclosed, USA

Current Location:
Undisclosed, USA

Random Fact:
Weekend Autocrosser

Random Fact:
Certified yoga teacher!

Our Top Agents




GenAl Call
Summary ASSIS

| 2025 Annual Conference  d JPA Member Representatives Meeting



Intro to GenAl Call Summary Assist ‘

Mission:

Benefits of the Solution

The GenAl Call Summary Assist solution streamlines the post -call summarization process for
Contact Center eligibility by automatically generating and populating a draft of the call

summary on the Call Log Detall page. The eligibility workers can review and modify the

GenAl generated summaries before saving them to the system.

CalSAWS Objective 2: CalSAWS Objective 3:
Streamline Administrative Processes Enhance User Experience & Support

Reduced Average Wrap Increased Call Summary Better Experience for Improved Service to

Time and Handle Time Consistency L County Workers ) Customers )

\/ Allows for increased - \/  Automation allows for - V More time spent on V Enables more active
productivity throughout = horough summaries higher value tasks Istening
he day. in other-areas- - capturing pertinent call -
details: v/ Shorten learning-curve for e / Increased-engagement ..

il I [
YOD\AN! DYYIYINW N/ LT oy C Vi | T r-\l | | 51 T 10 1€ , =200
C \ ¥ r I _-I \YA '.“.- I y % Ff | S ) ™ 4 o
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English and Spanish Solution Overview

GenAl Call Summary Assist

Call flow prior to GenAl

Phone Call In Progress
Call Starts Call Ends -

Several Minute Post -Call Wrap Time

: A I |
Agent talks to customer Agent performs any gent manua’y popuiates Agent saves entry on
’ | - . Call Log Detail page, Call Log Detail page
- performs any relevant » I SIS CeeE » including short and lon » e e
Agent Actions CalSAWS Case actions actions 9 g and entry is saved in

descriptions CalSAWS system
N Y ’

Call flow with enAI

» ~ Phone Call In Progress
S &
GenAl Solution populates the

Reduced Post -Call Wrap Time

GenAl Solution UIES e ool Sl Call Log Detail page with a
Actions e » draft of short and long

| Eel-DE E descriptions y
Agent reviews the Agent saves entry

Agent Actions Agent talks to customer, » Agent performs any generated short and long » on Call Log Detall
performs any relevant remaining CalSAWS Case descriptions on the Call page and entry Is

CalSAWS Case actions actions Log Detail page, making saved in CalSAWS
edits If necessary system
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