FRC Operations Tiger Team

Presentation




Facility Improvements

North Inland FRC El Cajon FRC
= New floor for lobby = Improved patio area
= New Ambassador = New ambassador
area ared
- Lobby enhancement = Remodeled clerical
area
South Region FRC Southeast FRC
= Improved patio area = Remodeled clerical,
= New ambassador worker and

area administration area



Video interviews

Utilize web cameras located at the FRCs and CBO’s to

E?R%Ch customers that have difficulty coming into the

Currently webcams are successfully utilized in:

North Coastal FRC

South Region FRC

North Inland FRC
El Cajon FRC

= Northeast FRC is utilizing webcams for the CMS
program and is currently pursuing this feature for
the Medi-Cal/CalFresh programs
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Lobby Core Team

Designated staff support lobby flow by:

= Ability to direct customers appropriately
= Reduce wait time and duplicate visits

= Correct routing of customer’s paperwork
= Processing tasks at the counter to reduce

work sent to continuing task groups
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Presenter
Presentation Notes
Future enhancement of the lobby core team might include CVMT customer visit management tool – (automated queue system)
4. Processing tasks – quick tasks, workers are at the windows and in the back processing tasks that were received at the window


Recommendations

* Hire additional staff to address Healthy
Families and potential Benefits Exchange
concerns

= Move the Integrated Fraud Deterrent (IFD)
reviews process from the FRCs to Program
Integrity to improve accuracy and timely
processing

= Set guidelines to determine productivity levels

* Increase Transaction sampling
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Presenter
Presentation Notes
How many have we currently hired, how many do we project, change in LIHP, HF, 
IFD – going back to OSU, projected date in April 2013, only want to take current work no back log
TIM – SR done, on track to do intake and RRR TIM study – looking for complete and accurate case work, assist in managing work loads and staffing needs
Transaction sampling – Part of our corrective action plan sent to the state designed to increase accuracy and accountability


FRC Pilot Project for New Applications

Participants:
Centre City FRC

Start date September 1, 2012

El Cajon FRC

Start date September 1, 2012

North Inland FRC
Start date October 22, 2012
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FRC Pilot Project for New Applications

How the Pilot is Structured

= New applications will remain with worker
until the case granted

» FRC will schedule interviews by an
appointment based system

= Worker will provide customer with their
phone number and be the point of contact
while the case is pending



Presenter
Presentation Notes
EC and CC FRC takes calls from ACCESS
Give workers greater control from the beginning to the end of the application process
Includes ensuring timely processing for IN and CFES
3. Once the case is granted the worker will refer the customer to ACCESS


FRC Pilot Project for New Applications

Anticipated Improvements

= Stronger relationship between worker and
customer

* Increase efficiency by reducing hand-offs
= Better management of application process

= Reduced real wait time by eliminating
unnecessary steps

» Better prepared customers for appointments
* Eliminate overflow and strengthened Continuing
* Increased accuracy and responsibility

= Worker/Customer Satisfaction .



FRC Pilot Project for New Applications

Timelines

= Planned for 90 days, at conclusion pilot
evaluation and phased rollout in 2013

Evaluation

» Customer Satisfaction
» Timely disposition of applications
» Reduction in referrals from ACCESS



Presenter
Presentation Notes
Timeline – Plan for rollout – Considerations for office readiness extent of back logs, staffing levels and training needs
Customer Satisfaction – Customers who agree during their intake to be surveyed will be contacted individually by ******
Sharepoint data – Reduction of sharepoints to the FRC, Customers will be calling the worker directly 



FRC Pilot Project for Continuing Eligibility

Participants:

Centre City FRC
El Cajon FRC
North Inland FRC

Start date for all FRCs, November 1, 2012
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FRC Pilot Project for Continuing Eligibility

How the Pilot is Structured

= Merge the Renewal/Redetermination/Recertification
(RRR), Status Report and Change task groups

» Goal: Reduce Overpayments/Overissuances by
processing all received CalWORKs and CalFresh
Status Reports and RRRs by the Notice of Action
(NOA) deadline
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Presenter
Presentation Notes
Prior to the BPR changes, continuing staff carried caseloads and they processed tasks necessary for the case.  After the BPR, continuing caseloads were divided into  3 distinct groups, RRR, Status Report and Change in an effort to address staffing challenges by streamlining task processing.  Although this worked in theory, there were other challenges that were created with this method of case management, i.e., staff lost their knowledge in processing other tasks; they were not able to see the impact of not completing all aspects of each task.   To address this,  we merged the groups together to ensure staff are able to retain whole case processing knowledge, improve efficiency and productivity.  

-Overpayments/Overissuances are reduced because we are assigning out all CW/CF RRRs and SRs by NOA cutoff; which means any changes can be made to the case allowing for timely notification to the client. 



FRC Pilot Project for Continuing Eligibility

Anticipated Improvements

= More flexibility to assign staff to respond to
workload needs

Periodic Reports Current Assignment Model
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FRC Pilot Project for Continuing Eligibility

Periodic Reports Pilot Assignment Model
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FRC Pilot Project for Continuing Eligibility

Anticipated Improvements

= [mproved worker/customer satisfaction
= Reduction in
- Overpayments/Overissuances
- Discontinued cases
- Appeals and OHRs
- Calls to ACCESS and referrals to FRC
- Customers in lobby
- Reapplications

- Number of duplicate Status Reports and
Renewals submitted -


Presenter
Presentation Notes
-In the BPR model, staff were assigned a specific task, this initially had a positive impact on productivity, however over time staff lost their ability to do other tasks which impacted our ability to shift and assign staff based on operational need.

-Workers prefer being able to focus entirely on one task for a few days/week, then shift to focusing on another task for a few days/week depending on need.

-Fewer OP/OI due to processing cases by NOA cutoff and making all income/property/HH changes in time to notify the customer.

-Fewer discontinued cases due to processing all SRs/RRRs received as they come in to the office, instead of assigning out over the course of a month.  

-Fewer Appeals/OHRs-by processing SRs as they come in cases will not have OP/OI which are Agency caused and will reduce the number of appeals/OHRs.

-Customers will not need to come in to the office to discuss why case is closing even though they submitted all necessary information because we would have processed prior to automatic notices being mailed.

--Reduction and hopeful elimination of duplicate SRs and RRRs since cases will be processed timely.



FRC Pilot Project for Continuing Eligibility

Timelines

* Planned for 90 days, at conclusion pilot
evaluation planned rollout in 2013

Evaluation

= Customer Satisfaction

= Number of O/P, O/Il, OHRs and Appeals

= Renewals, Status Reports completed timely
= ACCESS referral data

= Balderas (call and notice)
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Presenter
Presentation Notes
--Pilots began for North Inland, Centre City and El Cajon on November 1, 2012; in retrospect this was not a good month to start a pilot due to shortened # of work days as well as staff vacations, etc.  We will re-evaluate the pilot at the end of the 90 days and determine whether we should extend or began a phased roll out to all FRCs.

--Sharepoint are referrals made to the FRC when a client calls ACCESS and they are not able to resolve the issue over the phone
--Balderas are automated calls that are generated when a SR is not received or processed.



Questions?

Thank you
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