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A Welcome & Introductions
- Vail Dutto, CEO InTelegy Corporation

A Guest Speaker Introductions

I- Claudine Wildman
Benefit Services Division Director
Santa Cruz County HSD

A Webinar Participation

I All attendees will automatically be on mute

iAirai se hando when you have

un-mute at appropriate times to allow questions
2




Question: How do | direct my staff when the
workload has changed and or shifted?

Question: Is service level sacred?

Question: What is more important, service level or
task completion?

Answer: Leverage your service center investment

'/Leverage Current Technology: ACD, TMT

~ Team Flexibility & Management Decision Making

V/Unit Teamwork & Staff Motivation
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Leverage Current Technology: ACD, TMT

Step 1: Leverage Current Technology

ACD T review call volumes by time of day
and day of week

TMT T pull the task aging by task type

NnBefore anything el se, pr




1st day of month
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Daily Queued Call Volu

Day/Month- 15t Monday of
the Month represents the
highest % of total monthly
call volume, with average
of 6%-10% of total monthly
call volume (this also true
for Tuesdays after holiday)

Calls/Day of Week
T Mon-22%
T Tue-21%
T Wed-21%
T Thur-19%
i Fri- 17%

Time of Day
T 9:30-10:30; 1:30-2:30-
highest call volume peaks
in day
8:00-8:30; 5:00-5:30
lowest call volumes




Santa Cruz example task priority reporting

Task Tracker Priority Report:

5/8/2009

Urgent
Tasks

Status of Open
Tasks

High Priority
Tasks

Unassigned to
EW

Standard
Tasks

Assigned to EW

Due January 2009 and

Older

Review Pending

by Sup.

Task
Unit

Cleric TCO885
al 06

TCO884
BC20 80

TBCC88
BC60 596

TBCC88
BC30 602

TCO884
BC20 79
TBCC52
BC50 812
TBCC73
BC10 289
TCO868
BC20 65
TCO876
BC20 83

Program

Task Type

CwcCoO

CwcCO

MCFS

MCFS

CwcCO

MCFS

MCFS

CwCO

CWCO

Verifs /
HUD

Verifs /
HUD
Minor
Consent

Minor
Consent

Verifs /

HUD

Fair Hearings /
FH-Other
Minor

Consent
QR7/

Change

Verifs /

HUD

Case
Number/Worker

Castro,
Trisha

Medina-Olvera,

Dianne

Saenz,
Yazmin

Murillo,
Elivira
Centeno,
Teena
Peralta,
Esther
Burns,
Gloria
Castro,
Trisha

Program Abbreviations

Defined

CalWORKs Child
Only = CWCO

Foster Care
=FC

Medi-Cal Mail In
Applications = MCO
Medi-Cal/Food
Stamps = MCFS

Status

Due Date

Unassign
ed

Assigned

Assigned

Assigned

Assigned

Review
Pending

Review
Pending
Assigned

Assigned

5/12/200
9

5/12/200
9

5/12/200
9

5/12/200
9

5/12/200
9

11/20/20
08

3/5/2009
5/1/2009

5/7/2009

Prioritize case
maintenance tasks by:

A Impact on client
benefits
i QR7
i RRR
I MEDS Alerts

A Age and task due
dates

__Task Priorities




