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Additional Information

The Emergency Text Quick Guide provides users with information on current System
functionality regarding Emergency Text campaigns. The updates to this quick guide
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The purpose of this CIT is fo inform Counties of updates to the Emergency Text Quick
Guide and to provide guidance and best practices around creating an Emergency
Text message. This Quick Guide is now available in the Learning Management System

The CalSAWS Quick Guides were created to provide users additional fraining resources
to assist them in performing functions in CalSAWS. They include step-by-step instructions
as well as screenshots to enhance the learning experience.

CA-224052 and CA-239897 describe the functionality and updates related to a County
Initfiated Emergency or Ad hoc Text campaign, which originated with the 21.05 Release.
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Primary Project
Contact

Backup Project
Contact

e Updating the tfemplate to current standards

e Correcting the beginning of each message that is sent from “CalSAWS" to
“BenefitsCal”

e Section added to provide basic guidance as noted below

Recent Emergency Text campaigns have highlighted a need for guidance and best
practices around when/if an emergency text should be initiated, as well as how it
should be structured. Customers are increasingly concerned about spam messages
and the validity of any messages that are sent, so care and caution should be used
when crafting an Emergency Message.

Important points a County should consider when creating an Emergency Text:

e Community Based Organizations (CBOs) can often be a customer’s first point of
contact when messages are sent. Collaborating with local CBOs on the content
of the message can increase awareness and reduce confusion when the
message is sent.

e All text messages start with “BenefitsCal:" — recipients of messages will expect
content to be related to their application, case, benefits, etc. Messages should
be clear, concise, and avoid unintentional alarm. Phrases like “This will not
impact your benefits” are helpful.

e Avoid sending messages that advertise non-essential services or information.
Customers who receive these messages may consider them to be malicious or
spam. If they block the number, this will prevent them from receiving essential
communications, including Multi Factor Authentication (MFA).

e Messages should be County specific. Information that relates to statewide
services or changes should be discussed with the Project to determine
appropriateness and/or expansion to additional customer bases.

County Actions

Please distribute this CIT and the CalSAWS Quick Guide to any County staff who
perform these functions. The Quick Guide can be found in the LMS.

Access to the LMS is available to all users and is encouraged. A request for access can
be submitted as a Single or Bulk LMS Access Request through CalSAWS ServiceNow.
Users needing access to the LMS must follow their County’s process.

If you have questions on this CIT, please reach out to the Primary Contact and cc your
Regional Managers.

Ashley Arnold
Communications Manager

(916) 862-1769
ArnoldA@CalSAWS.org

Elizabeth Palm
Trainer
(323) 401-2082

PalmE@CalSAWS.org

Attachments CIT 0101-25 CalSAWS Quick Guide - Emergency Text.pdf
Web Portallink |
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OR

You may also retrieve the CIT document and attachments by following these steps:

1. Click on the CRFls & CITs link at the top of the page.
2. Click on the "CalSAWS Information Transmittal (CIT)" folder.
3. Click on the "2025" folder.

4. Click on the appropriate CIT # folder.
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