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Breakout Session 3

Managing the Lineup:
Workload Assignment (R26.05)
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Breakout Session 3: Presenter Ensemble

Cha Cha Changes 
Trio

Araceli Gallardo
CalSAWS Policy Design Lead

Piano

Makenzie Molina
Deloitte Business Analyst

Bass Violin

Karen Rapponotti
CalSAWS Policy Governance Director

Lead Singer
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Background 

Phase 1 Overview

Organizational Change Management

Phase 1 Go-Live and Next Steps

Phase 2 Overview
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background
2024

6
4-Hr Sessions

R E Q U I R E M E N T S  G A T H E R I N G

Workgroup Recruited via CRFI 23-128 

Activities
Regional Workshops

Workgroup Meetings

County Site Visits

Regional Manager Touchpoints

44
Counties

122
Participants

7
Site Visits

R E Q U I R E M E N T  T H E M E S

1. Appointment Scheduling & 

Workload Assignment

2. Maintain Worker 

Availability/Schedules

3. Appointment Reassignment

4. Appointment & Workload 

View

5. Application Prioritization

6. Reports

7. Training & Change 

Management
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2025 2026

background

D E S I G N  D E V E L O P M E N T  

Workgroup Recruited via CRFI 25-021 

Activities
Workgroup Meetings

Collaborative Design Discussions

Review and Feedback Incorporation

Finalization and Sign-Off

16
Counties

18
Participants

25
2-Hour Sessions

150
Reqs Incorporated

F U N C T I O N A L  A R E A S

1. Appointment Management

2. Workload Management

3. Schedule Management

4. Overall Management

5. Admin Management

6. Workload Prioritization

7. Appointment Tasks

8. Reports
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background
2026

PHASE 1 PHASE 2

Schedule Management

Appointment Management

Workload Management 

Overall Management 

Admin Configuration

Workload Prioritization

Appointment Tasks

Reports

Release 26.05 Release 26.09
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Phase 1 Overview
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Appointment Management

OBJECTIVE

Enhance the appointment management experience by streamlining 

scheduling workflows, improving visibility and control for users, and ensuring 

more efficient, accurate, and user-friendly coordination of appointments 

across the system.

KEY CHANGES

Provided staff real-time visibility into worker availability when creating 

appointments to improve scheduling accuracy.

Enabled automated and bulk reassignment of appointments to increase 

workforce efficiency.

Streamlined appointment categories by reducing the number of them to 

standardize how appointments are classified and managed. 
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Limited suggested times provided

No functionality to search across multiple workers to choose the best fit

Appointment Management: Scheduling
O

R
IG

IN
A
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TA
TE
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Search for workers 

based on criteria 

relevant to the 

appointment

View worker 

schedules 

when 

selecting an 

appointment 

time

Appointment Management: Scheduling
N

E
W
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TE
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O
R

IG
IN

A
L
 S

TA
TE Only can 

reassign 

appointments 

one at a time

Appointment Management:
Appointment Reassignment
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N
E

W
 S

TA
TE

Appointment Management:
Appointment Reassignment

Reassign 

appointments 

in bulk

Set rules for 

these to run 

on a recurring 

basis
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Schedule management

OBJECTIVE

Strengthen schedule management by expanding visibility into worker schedules and 

introducing scalable tools to streamline and accelerate workforce scheduling.

KEY CHANGES

Added additional schedule pages to enhance visibility into worker schedules.

Enhanced Maintain Worker Schedule page to allow for bulk addition of schedule 

blocks to worker schedules via the following methods: Manually, Template, Copy 
Worker Schedule.

Added Worker Schedule Upload functionality to provide the ability to upload 
worker schedules in mass.
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Can only add one 

schedule category at a 

time 

Users must come back to 

this page multiple times to 

create a schedule for day

Schedule Management: Maintain Worker Schedule
O

R
IG

IN
A

L
 S

TA
TE
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Added multiple schedule blocks 

at the same time

Reduces the number of times the 

user has to come back to this 

page to add additional schedule 

blocks 

Added functionality to add 

multiple schedule blocks across 

one day and across a whole 

week

Schedule Management:
Maintain Worker Schedule

N
E

W
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TA
TE
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No Original State

Users can fill out an excel 

with the schedule blocks 

to add to worker 

schedules

Schedule Management:
Worker Schedule Upload Detail

N
E

W
 S
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TE
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Workload management

OBJECTIVE

Improve workload management by increasing automation, enabling 

large-scale updates, and enhancing visibility into workload activity to support 

more efficient and accountable operations.

KEY CHANGES

Automated workload reassignment by providing capability to turn 

workload reassignments into rules that run on recurring bases. 

Added Workload Assignment Upload functionality to provide the ability 

to upload workload assignments in mass.

Provided Workload Reassignment History that provides clear visibility into 

workflow movement to strengthens oversight and accountability.
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Workload 

reassignments can only 

happen once, either 

immediately or at a 

future date

Workload Management:
Workload Reassignment Detail
O

R
IG

IN
A

L
 S

TA
TE
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Added functionality for 

recurrence

This automates 

workload reassignments 

to run without user 

intervention

Workload Management:
Workload Reassignment Detail

N
E

W
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TE
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When choosing which 

worker to assign, users 

used the Select 

Worker page, which 

has limited information 

relevant to assigning 

cases

Limited 

search 

criteria

Workload Management:
Workload Assignment
O

R
IG

IN
A

L
 S

TA
TE
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Specialized page for 

searching for workers 

when assigning 

cases with relevant 

search fields

Can see a worker’s 

capacity to take 

new case 

assignments

Workload Management:
Workload Assignment

N
E

W
 S
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TE
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Added 

functionality to 

export a detailed 

report of all the 

workload 

reassignments that 

occurred via a 

workload 

reassignment rule

Users can tell if an 

assignment was 

unsuccessful if the 

To Worker ID is 
blank

No Original State

Workload Management:
Workload Reassignment Run History

N
E

W
 S

TA
TE
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Overall management

OBJECTIVE

Create tools for overall management to centralize work, appointments, tasks, etc. 

that a worker has assigned to them. 

KEY CHANGES

Introduced a new My Work page that displays a user’s upcoming 

schedule, appointments, tasks, assignments, and e-messages in one 

location to streamline productivity. 

Updated Homepage to allow users to access the Worker Schedule page 

directly without using the Admin Tools set of pages to increase worker 

control over their own schedule.
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Work can be 

found across 

multiple different 

pages in CalSAWS

Overall Management:
My Work/Tasks
O

R
IG

IN
A

L
 S

TA
TE
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One consolidated 

page to view all 

the work for a user

Overall Management :
My Work/Tasks

N
E

W
 S

TA
TE
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Admin management

OBJECTIVE

Provide Counties with tools to make the system unique to match their needs for 

optimized functionality and use.

KEY CHANGES

Introduced new worker capacity configurability that aligns workload 

distribution with real-time workloads and allows user to set maximum 

workloads across different priorities.

Established pages to create configurable schedule categories to align 

with County  needs and increase control over worker schedules and how 

availability is seen.
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Static legend 

and schedule 

categories

Admin Management:
Schedule Category
O

R
IG

IN
A

L
 S

TA
TE
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Users can 

choose an 

availability type 

for their 

schedule 

categories

Users can choose the appointment 

categories for which schedule 

categories are available

Counties can 

create unique 

schedule 

categories to 

align with their 

needs

Admin Management:
Schedule Category

N
E

W
 S

TA
TE
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No Original State

Counties can 

specify 

Assignment 

Capacity for 

their workers 

This will be 

utilized in a 

new page to 

select workers 

for assignment 

and in 

workload 

assignment 

logic 

Configurations 

can be set up 

for the whole 

County, 

Office, or Unit

There are 

different 

priorities of 

workers so that 

capacities can 

vary across 

different groups 

of workers

Admin Management:
Caseload Capacity

N
E

W
 S

TA
TE
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Organizational Change Management
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Or
ga

ni
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ti
on

al
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ha
ng
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t Key County Preparation Activities for Workload Management 
Phase 1 (Release 26.05) and Phase 2 (Release 26.09)

CHANGE IMPACT ASSESSMENT

ENHANCED DEMONSTRATIONS

TRAINING DEVELOPMENT

Key Activities Resources Delivered

Tailored communications to County Staff

detailing what is changing

Direct connect with Regional Managers to provide detailed 

insights on what is changing and resources to expect

Direct connect with Regional Managers to provide detailed 

insights on what is changing and resources to expect

Recorded walkthrough of system features

Forum for County staff to ask questions

Recordings and FAQs accessible via Web Portal

58 Online Help Pages

31 Web Based Trainings

19 Job Aids

4 Quick Guides
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Phase 1 Go-Live and Next Steps
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Phase 1 Go-Live and Next Steps
County Feedback

We Heard You

• Engaged with counties through office hours to gather feedback

• Implemented priority fixes

What’s Next 

• Incorporating feedback with additional enhancements in upcoming 

releases: 26.07, 26.09, 26.11, 27.01

• Highlights for upcoming releases:

26.07

Enhancement to Phone 

Number field on 

Customer Appt Detail

26.09 

Incorporate 

Appointment Dots on 

Scheduling Assistant

26.11

Make Workload 

Reassignment 'Title' field 

dynamic

27.01

Generate New Worker 

Letter via Workload 

Assignment Upload
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Phase 2 Overview
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Phase 2 Functional Areas
Workload Prioritization
Enhance operational efficiency by enabling configurable prioritization that 

ensures the highest-value cases are assigned first

Appointment Tasks
Improve operational precision by distributing appointment tasks 

based on when they occur, separating them from other work 

and using configurable rules to ensure tasks reach the 

right workers at exactly the right time

Reports

Elevate data-driven decision-making by 

delivering new reports and dashboards that 

provide clear visibility into enhanced 

appointment, scheduling, and workload 

processes
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No Current State

Can create multiple 

different 

Reassignment 

Prioritization Detail 

records

Set a hierarchy of 

priority by which 

programs should be 

reassigned when 

conducting workload 

reassignment

Set custom rankings 

for programs, 

application sources, 

languages, and 

program statuses

Workload 
Prioritization

F
U

TU
R

E
 S

TA
TE
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Customer Appointment tasks are 

pulled with all other task types with 

the Get Next functionality

Appointment Tasks
C

U
R

R
E

N
T 

S
TA

TE



392026 CalSAWS Conference and JPA Member Representatives Meeting

New section for Get 

Customer 
Appointment is a new 
section to specifically 

pull customer 

appointment tasks

This section is County Configurable 

and can be turned on or off

Counties can configure how early 

an appointment task may be 

released before the scheduled 

appointment time

Appointment Tasks
F
U

TU
R

E
 S

TA
TE
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New Dashboards for 

Applications 

and Customer 

Appointments

Reports
F
U

TU
R

E
 S

TA
TE
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New Dashboards for 

Worker Availability 

and Worker 

Caseload.

Reports
F
U

TU
R

E
 S

TA
TE
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We’d love to Jam with You!

2026 CalSAWS Conference and JPA Member Representatives Meeting 42

Any questions on Workload 
Assignment?



432026 CalSAWS Conference and JPA Member Representatives Meeting

Thank You 
for Attending
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Club
CalSAWS

Club
CalSAWS

Set Break
Back at 3:45 PM for Plenary Session 3
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