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LISTENING SMARTER:
HOW GENAI IS SUPPORTING
BETTER SERVIGE OUTCOMES
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Opening and Background
Types of Al
Call Summarization Overview and Video
The Technology
Rollout Plan
County Panel
Innovations under Consideration




TYPES OF Al



IYPES OF A S =

The Sheet Music

Generative Al ‘\

Models that generate new content based on
data provided

Machine
Learning/Robotics (oL

Machines that mimic human operations or learn -
rather than being programmed

Natural Language Agentic Al
. 8@@ Autonomous systems designed to execute
PrOceSSI ng — multi-step workflows with minimal human

Generates human language, such as supervision
language translation

Computer Vision — -\ Predictive Al
Interprets visual information, such s~ \=——— ART' FlC |A|_ g % Analyzes historical patterns to forecast

medical imaging or facial recognition | N -|- E I_ I_l G E N C E future outcomes
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CALL SUMMARIZATION
OVERVIEW & VIDEO



CALL SUMMARIZATION OVERVIEW

Reading the Score

Review and

Call Log Complete

Agent / DElall Finish Call Remaining e
Eligibility Worker Window Case Summar
Call Flow Opens Actions De’railsy
Call ( \ g h (- A
. } | Populate Call
Summarization Trcmscrlbe ) &?rirccn]rizeo(’r:ic?n ) ng Detail
A durlcr;g”’rhe After the Call Page with
d Ends Summary
\_ W, \_ y \_ Y
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COMPOSING THE
CALL SUMMARY






THE TECHNOLOGY



Call Summarization

Call Ingestion

Call Log & eCCP — What the Agent Sees

Summarization

Audio Stream

Caller

Mescage of he Cwy imeese messege @

i S

Amazon Connect
(Contact Lens Enabled)

Agent / Supervisor
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Amazon Transcribe Bedrock
(LLM Transcript

Summarization)

/)

AWS Lambda
(Event/Transcription/APl/Summary
Orchestration)

CalSAWS Call Log Detail
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ROLLOUT PLAN



17 OnTour J3J

Group 1 Group 2 Group 3 Group 4

Jul - Aug 2026 AuUg - Sep 2026 Oct - Nov 2026 Nov - Dec 2026
-_—
L ¢ } Contra Costo ? Fresno } Butte » Alameda
e » Marin (Migration) » Humboldt » Los Angeles
T » Monterey ? Kern » Shasto » Merced (RCC)
— » Orange ? Kings » Sonomo } Riverside (RCC)
— » Sacramento # San Bernardino » Sutter » San Diego
- » San Francisco ? San Luis Obispo > Tulare (RCC)
— ) san Mateo } Santa Barbara D Yolo
— } Santa Clara 2 Stanislaus » Yubo
g } Santa Cruz ? Ventura
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Napa Implementation of Contact Center Services will be scheduled separately
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SPECIAL GUESTS

FEAT: JAMIE SWEENEY

Placer County Program Manager

Guitar

FEAT: NOU YANG

Fresno County Division Chief

lelale




INNOVATIONS UNDER CONSIDERATION



INNOVATIONS UNDER CONSIDERATION

Improvising

BIC Replacement
BOT for Self-

Service through
the IVR Q

Real-Time
Translation

@
)

€)

Report
Generation
using Al

Additional
Languages for
Transcription
and Call

Summarization




WE’ D LOVE TO JAM WITH YoOU!

&
) J\ /
ANY (UESTIONS ON HOW GENAI IS \

SUPPORTING BETTER SERVIGE QOUTCOMES?

— ,

R — —
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THANK YOU FOR
ATTENDING |




SET BREAK

BACK AT 2:45PM FOR BREAKOUT SESSIONS 3 & 4
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