Participation in the Webinar

WELCOMEWhiloyeuwmeai

A Todaydés Webinar Organizer: Carol e

A Control Panel i located on the right hand side of your screen

I Audio box on your control panel:
A If you see a message asking you to enter a pin, please do so now followed by #
AThe pin can be found in the audio box

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

A Telephone E—

I All participants will be on mute until the organizer allows speaking access
I Do not use speaker phone when speaking
I Organizer will allow questions from the group at different intervals in the meeting

A To ask a question:

I 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

I 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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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.
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Business Applications in a Service Center

Monitoring & Call Recording

Automated F

Inbound, Outbound Calls
CalWIN
Manual Dashboard

Stand alone,

Forecasting & Scheduling Document Imaging

Predictive
Dialer

Kiosks/Access
Points

! Basic
I Advanced
] Full Spectrum




Productivity Management

ACD Task Management

Quality Management

Imaging Technology

San MateoNov 2003 Syntellect CIM TracklT- customized help desk Call Recording via OnBase
MediCal & Food Stamps tool; planned NoSynteliestoodds Nort hwood®ds
integrated imaging & task Capture

Santa ClaraJul 2004
MediCal & Food Stamps

Contra Costa Nov 2005
MediCal & Food Stamps

Santa CruzMar 2006

MediCal, Food Stamps & Foster Care

SonomaMar 2007
MediCal & Food Stamps

San Francise®ct 2007

Non-Assistance Food Stamps

Tulare Dec 2007
MediCal & Food Stamps

Santa Barbaré&ep 2008
MediCal & Food Stamps

Sacramente Jun 2010
MediCal

Riverside Sep 2010
MediCal & Food Stamps

Mitel 3300
VOIP/ACD

Avaya Call Center

Siemens HPath

NEC Call
Center/VOIP/GNAV

Avaya Call Center

Cisco Unified
Contact Center-
VOIP

NEC Call
Center/VOIP/GNAV

Cisco Unified
Contact Center
EnterpriseVOIP

Aastra Solidus

management spring

TMT- customized CA Service

Desk help desk tool

CalWIN customization w/
Business Objects reporting

T2- MS Visual Studio

w/Strataframe development tool

TMT-MS Visual Basic

TMT-OpenText/LiveLinkhelp

desk tool

TMT-MS Visual Studio w/ASP.Net

development tool

TMT-MS Visual Basic

Planned

Planned

Mitel remote call
monitoring

Verint Audiolog voice +
screen capture

Avaya Remote Monitoring

Calabrio voice + screen
capture

Verint; Audiolog voice +
screen capture

Planned

Planned

FileNet/Kofax

IKON

Fortis

OnBase

Kofax Ascent
Capture/LiveLink ECM

FileNet

DocStar

FileNet/Kofax




€ Improve Customer Satisfaction & Access

I Immediate improvement to customer experience when calling for help-
A Before service center ACD technology majority of client calls resulted in voice mail left,
after service center and supporting technology-1st call resolution, O voice mails
I Customer Satisfaction Results Improve
A Santa Cruz improves customer satisfaction survey results by 9% from 2008-2009

A 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.

€ Improve Efficiencies & Management Visibility

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

A 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.

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 tasks6
completed 5% month over month.




Multiple Channels of Access for
All Benefits Clients

Service Center

7

Service Center Phone Units




