


Health Reform Quick Facts
 Added 44 full time EWs to answer Covered CA Quick 

Sort Transfers in three locations
 Experienced Eligibility Workers
 Will work alongside regular CSC staff

 22 specific staff pre-designated as HCR back-up agents
 Will be moved into the queue as call volume warrants

 Added 10 Work@Home staff for evenings and Saturday 
coverage (in process)

 Added a 4/10 work schedule to 5/40 and 9/80 options
 OT offered for Saturdays during Open Enrollment



Why is Work Force Management 
Important? 

 Service Level, Service 
Level, Service Level

 Managing Resources
 Scheduling
 Predicting events

 Understand trends



CSC Work Force Management
 Workforce Management (WFM) encompasses all of 

the activities needed to maintain a productive 
workforce.

 Specifically, Workforce Management includes:
 Forecasting
 Scheduling
 Reporting
 Intraday/Change Management
 Real-Time Decision Making

 Staff Analyst I position in 
San Bernardino



CSC Work Force Management

Work Force Management (WFM) uses this screen to view a day’s schedules.  The 
green and red indicators along the top indicate the forecasted service levels.

WFM Tools – IEX TotalView
Schedule Management – Single Day View



CSC Work Force Management

This screen displays forecasted service levels, and tracks multiple call volume and 
scheduling statistics throughout the day, enabling WFM to proactively respond to 
changing CSC conditions.

WFM Tools – IEX TotalView
Intraday – Forecast Data Screen

Side by side comparison of 
forecasted service level vs
actual

# of calls  
forecasted 
for the day



CSC Work Force Management

This screen gives CSC Agents multiple views of their schedules and statistics.

WFM Tools – IEX TotalView
Agent WebStation



Individual Staff Management
Monthly Narrative Document



Individual Staff Management
 Review monthly data with staff
 Track trends
 Compare staff data to office wide data
 Monitor Adherence (90% standard in San Bernardino)
 Case Reviews 10 total per employee (EDBC Report) 

 Program Integrity  - 2
 Supervisor – 5
 EW III/Lead Worker - 3



Customer Service Goals
 Meet Service Level
 Staff must be available to answer the phone 

 Perfect Attendance Certificates
 Must provide READY Customer Service

 Responsive
 Efficient
 Accurate
 Dedicated
 You Make the Difference

 Call of the Month Awards
 Track One and Done efforts

 Multiple call reports
 Look at cases where the customer called multiple times by district 

office. 
 Review criteria - could it have been avoided, lessons learned, 

corrective action. 



Questions?

June Hutchison, 
Deputy Director 

San Bernardino County 
Transitional Assistance 

Department
jhutchison@hss.sbcounty.gov

909.386.9705

mailto:jhutchison@hss.sbcounty.gov
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