
Participation in the Webinar

Å Todayôs Webinar Organizer: Carole Dotson; Presenter: Vail Dutto

ÅControl Panel ïlocated on the right hand side of your screen

ïAudio box on your control panel:  

ÅIf you see a message asking you to enter a pin, please do so now followed by #

ÅThe pin can be found in the audio box when you have selected óuse telephoneô

ïClick on the double arrow icon at the top of the control panel to hide 

ÅTelephone
ï All participants will be on mute until the organizer allows speaking access

ï Do not use speaker phone when speaking

ï Organizer will allow questions from the group at different intervals in the meeting

ÅTo ask a question: 

ï Audio: If you would like to be taken off mute to speak to the group-Raise your hand by 

clicking the hand icon on the control panel next to your name

ï To send a question in text; type in the questions box on the control panel. Only the 

organizer can see any question typed into the question box and will either respond 

directly to you or address them with the group 1
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Agenda

I. Welcome & Webinar Tips and Guidelines

II. Overview of Service Center Technology Today 

III. ñSilver Bulletò Technology for Tomorrow

IV. Closing Remarks
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Silver Bullet- The term has been adopted into a 

general metaphor, where "silver bullet" refers to any 

straightforward solution perceived to have extreme 

effectiveness. The phrase typically appears with an 

expectation that some new technology or practice will 

easily cure a major prevailing problem.

http://images.google.com/imgres?imgurl=http://jwsokol.files.wordpress.com/2010/01/silver-bullet9.jpg&imgrefurl=http://jwsokol.wordpress.com/&usg=__P_dqjyyYB5tSd-jMLmsjz7DcBcc=&h=693&w=693&sz=16&hl=en&start=1&um=1&itbs=1&tbnid=R_BGFeGg3u0_qM:&tbnh=139&tbnw=139&prev=/images?q="silver+bullet"&hl=en&safe=active&rlz=1T4RNWI_enUS262US263&sa=N&um=1


Business Applications in a Service Center
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Service Center Technology Today

Currently in Place

Productivity Management

ACD Task Management Quality Management Imaging Technology

San Mateo- Nov 2003
Medi-Cal & Food Stamps

Syntellect CIM TrackIT- customized help desk 

tool; planned Northwoodõs 

integrated imaging & task 

management spring 

Call Recording via 

Syntellect

OnBase

Northwoodõs Compass 

Capture

Santa Clara- Jul 2004
Medi-Cal & Food Stamps

Mitel 3300 

VOIP/ACD

TMT- customized CA Service 

Desk help desk tool

Mitel remote call 

monitoring

FileNet/Kofax 

Contra Costa- Nov 2005
Medi-Cal & Food Stamps

Avaya Call Center CalWIN customization w/ 

Business Objects reporting

IKON

Santa Cruz- Mar 2006
Medi-Cal, Food Stamps & Foster Care

Siemens Hi-Path T2- MS Visual Studio 

w/Strataframe development tool

Verint Audiolog voice + 

screen capture 

Fortis

Sonoma- Mar 2007
Medi-Cal & Food Stamps

NEC Call 

Center/VOIP/GNAV

TMT-MS Visual Basic OnBase

San Francisco- Oct 2007

Non-Assistance Food Stamps

Avaya Call Center TMT-OpenText/LiveLink- help 

desk tool

Avaya Remote Monitoring Kofax Ascent 

Capture/LiveLink ECM

Tulare- Dec 2007
Medi-Cal & Food Stamps

Cisco Unified 

Contact Center -

VOIP

TMT-MS Visual Studio w/ASP.Net 

development tool

Calabrio voice + screen 

capture

FileNet

Santa Barbara- Sep 2008
Medi-Cal & Food Stamps

NEC Call 

Center/VOIP/GNAV

TMT-MS Visual Basic Verint; Audiolog voice + 

screen capture

DocStar

Sacramento - Jun 2010

Medi-Cal

Cisco Unified 

Contact Center 

Enterprise-VOIP

Planned Planned FileNet/Kofax

Riverside- Sep 2010

Medi-Cal & Food Stamps

Aastra Solidus Planned Planned CIV



Impact

ĕ Improve Customer Satisfaction & Access

ï Immediate improvement to customer experience when calling for help-

Å Before service center ACD technology majority of client calls resulted in voice mail left, 

after service center and supporting technology-1st call resolution, 0 voice mails

ï Customer Satisfaction Results Improve

Å Santa Cruz improves customer satisfaction survey results by 9% from 2008-2009

Å San Mateo holds satisfaction survey results steady, through increased volumes and 

decreased staff, with an annual average of 4.5 on a 5 point scale.

ĕ Improve Efficiencies & Management Visibility

ï Work assigned by priority and divided equally ensures efficient use of resources 

available

Å San Mateo -understaffed by about 22%- was able to prioritize work based on state/fed 

performance standards and balance that with strategies to reduce calls (e.g. timely 

processing of Food Stamps QR-7, TMC, First call resolution). The results- process 99% of 

Renewals/Recertifications on time, 99% of QR7's on time, and maintain a <10% error rate.

Å Santa Cruz implemented a new task priority report in 2009 that allowed visibility to their 

entire staff on the open tasks by due date.  An example of the results of implementing this 

report, and the management and staff oversight it provided, was seen in an 84% increase 

of tasks completed in September 2009 vs. September 2008.  The average growth in tasks 

completed 5% month over month.
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Multiple Channels of Access for

All Benefits Clients

Channels of Access Self Help Assisted Help          Problem Resolution           Benefits

ÅRecorded Information

ÅCTI integration for  

Case Info and Case 

updates

ÅLobby Phones to              

Service Center 

ÅKiosk check-in

ÅKiosk online apps

ÅKiosk doc scanning

ÅOnline updates

ÅOnline Application

ÅCase Information

Service Center


