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Santa Cruz Benefits Call Center Expansion



Santa Cruz Benefits Call Center Expansion

Why?

ÅIncrease client access to benefits and client 
satisfaction with decreasing staff

ÅFocus eligibility efforts, gaining efficiencies

ÅIncrease access to data and improve individual 
accountability

ÅLeverage supervisor and clerical resources

ÅLeverage technology investments
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Benefits Call Center - History
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Benefits Call Center March 2006 

1st Year Audit March 2007

Foster Care Assessment March 2008

Imaging Strategy June 2006

Imaging Implementation Begins Nov 2006

CalWORKs Child Only  April 2009

Foster Care Implementation into BCC Oct 2008

MC Mail In Apps in BCC Mar 2009

Foster Care program moves 
from Family & Children 

division to Benefits Division-
March 2007

Staff Layoffs- August 2008

CareerWorks and Benefits 
Division Merged- January 

2009

20% Reduction in workforce 
since 2006

All Benefits Division Eligibility Under One Division

CalWORKs Assessment April 2008



Program Manager

Gidget Ramirez

PHONE UNITS CASE MAINTENANCE UNITS CLERICAL

Asst. Analyst

LaRaye Davis

FOSTER CARE

Program Coordinator

David Brown

Staff Development

Kimberly Peterson

Supervisor

Tony Martinez
9 CMEWs

Supervisor

Blanca Varquez
9 PEWs

Supervisor

Rosa Zaragoza
4 CMEWs

Supervisor

Lorena Moran
8 CMEWs

Supervisor

Natalie Samarripa
9 PEWS

Supervisor

Edgar Austodillo
5 CMEWs

Supervisor ςImaging

Martha Lerma
3 Technicians, 1 ClerkII

Supervisor ςClerical

Sonia Lykins
7 Clerical Workers

Supervisor

Lucy Rodriguez
4 EW IIIs

MC Mail-In Apps
3 EW IIIs

Child Only
3 EW IIIs

Benefits Call Center
Organization Chart
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Benefits Call Center

Medi-Cal

Continuing 
Eligibility 

12,300 Cases

Medi-Cal

Intake-
Mail In 
Apps

avg apps/month
150

Food 
Stamps

Continuing 
Eligibility

3,800 Cases

Foster 
Care Intake 

and 
Continuing 
Eligibility

208
Foster Care 

501 Adoption 
Assistance cases

CalWORKs 
Child Only

922 Cases
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Programs in the BCC



Growing Demand and Operational Implications

15%

13%

26%

38%

0% 20% 40%

Medi-Cal

GA

CalWORKs

Food Stamps

% Growth in Applications ÅDepartment priority to 
provide initial access to 
benefits, protecting intake 
staff when possible

ÅPrioritization of tasks that 
have a detrimental effect on 
clients

ÅAccess to data allows 
accountability; leads to 
increased productivity
ïStaff productivity increased  

by 24% in one year- # of tasks 
completed per EW
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Leveraging Supervisor Resources
consistency in span of control
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Clerical Supervisor II
All Clerical and Imaging

1 Clerical Sup 1
8 Clerical; 3 Imaging

Eligibility Supervisor I
Foster Care & Medi-Cal Mail In

4 EW III-Foster Care; 
3 EWIII MC Mail In

Eligibility Supervisor I
CalWORKs Child Only

4 EW II- MC/FS Case Maint
3 EW III- CalWORKs

Eligibility Supervisor I
Medi-Cal & Food Stamps
8 Case Maintenance EW

Program 
Manager

Eligibility Supervisor I
Medi-Cal & Food Stamps
8 Case Maintenance EW

Eligibility Supervisor I
Medi-Cal & Food Stamps
8 Case Maintenance EW

Eligibility Supervisor I
Medi-Cal & Food Stamps

9 Phone EW

Eligibility Supervisor I
Medi-Cal & Food Stamps

9 Phone EW


