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• County of San Diego

• Health and Human Services Agency (HHSA)

• Aging & Independence Services (AIS)

• In-Home Supportive Services Program
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• 2011: Government Without Walls (GWOW) initiative was 
introduced

• Initiative provided tools and resources for individual county programs to 
identify alternate work schedule and location options

• Supported San Diego’s vision of safe, healthy and thriving communities 
and the existing Live Well, San Diego! Initiative

• Established a groundwork for remote working, identified compatibility 
factors and presented benefits of implementation



An employee who is able to work at home and is 

equipped to do so is in a far better position to 

assist the Agency during an emergency or 

disaster than a worker who is not.
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• 2011: County of San Diego HHSA conducted a study and found that 
remote work was underutilized and many opportunities existed to 
expand implementation.

• AIS utilized remote work at a rate of 10x the overall.

• Remote work could achieve improved employee productivity at a time of 
increasing caseloads and expanding services.

• AIS staff reported better ability to focus and improved morale.
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Alternate work options available to staff:

• Flexible schedules

• Telework day

• Ability to work in the field

Working Remotely
 Remote Work in AIS
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Exploring Technology:

• Laptops

• Personal wifi

• Smart phones

• Fax2Mail

• Digital signatures

• Scanning/electronic forms databases

Working Remotely
 Remote Work in AIS
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Even with a higher-than-average utilization 

of remote work, within AIS there was still 

tremendous potential for expansion, further 

utilization and opportunity to harness the 

benefits of remote work.
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Working Remotely
 2020: Emergency Pandemic Implementation

Early 2020: COVID-19 Pandemic

• Social distancing forces staff out of office.

• Pandemic protocols necessitate a remote workforce.
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Working Remotely
 2020: Emergency Pandemic Implementation

While our transition to remote work was by no means 

seamless, tremendous benefits were seen from the 

innovative remote work practices already in place.
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Working Remotely
 Full Implementation

• Prior to full remote work implementation, AIS piloted multiple 
programs:

• Desk Sharing

• Drop-In Program

• 100% Teleworking Program
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Technology
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Working Remotely
 Full Implementation

Harnessing Technology: Implementation and Training

• Full implementation and training of SharePoint site abilities

• OneDrive shared files

• Teams/Zoom

• Remote and secured printing

• Transition from LAN line desk phone to online based phone system

• “Tech Bulletin” released regularly to support staff in learning



Working Remotely
 Full Implementation

Tech Bulletin released regularly to support staff in learning
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Working Remotely
 Full Implementation

Harnessing Technology: Maintaining Security and Confidentiality

• Controls in place at all levels
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Trust: Letting data speak for itself
• Monitoring

• Training

• Culture

Productivity is purpose and process, not place.

Working Remotely
 Full Implementation
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Managing Through Data

• Written procedures to maintain expectations.

• Increased oversight to effectively manage remote staff.

• Open Doors: Sustained or increased access for staff to leadership.

Working Remotely
 Full Implementation
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Performance Management

• Communication

• Guidance

• Adjustment of flexibilities

• Reinstatement of flexibilities 

Working Remotely
 Full Implementation 
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Working Remotely
 IHSS Staff Requirements 

• Presence in office at least twice per week.

• Lobby/“Duty Worker” coverage as scheduled.

• Continue to meet all established expectations.

• Utilization of online desk scheduling system SKEDDA.



Working Remotely
 SKEDDA – Workspace Booking System
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    Equipment
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Physical Space

Working Remotely
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IHSS Statistics, FY 2019-2020:

• 5 District offices

• As of 11/2019: Nearly 31,000 aged, blind or disabled recipients

• 155 combined social worker (SW) and social work supervisor (SWS) 
staff

• 155 individual work stations (cubicles) for social worker and social 
work supervisor staff

Working Remotely
 IHSS Statistics



Working Remotely
 A Visual Example: East Region District Office

2019

AIS Staff AIS Staff Cubicles

2023
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From 2019 to 2023 the East county AIS Office:

• Increased from 3 units to 8 units of staff

• Increased from 34 field and supervisory staff total to 75 staff total

• 121% Staff increase 

• Remained at the same office location and floor space

• New staff hired in this time period were hired without the addition 
of new cubicle space for each worker.

Working Remotely
  A Visual Example: East Region District Office
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Working Remotely
 A Visual Example: South Region District Office

2019

Social Worker & Social 
Worker Supervisor Staff

Social Worker & Social 
Worker Supervisor Cubicles

2023 
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From 2019 to 2023 the IHSS program overall:

• 61% Staff increase in social workers and social work supervisors 

• Growth within nearly the same work space/cubicles

• Increased office locations by one
• Addition of Southeastern district office

• Majority of space converted into space used by AIS program staff

Working Remotely
 IHSS Increases Overall
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Working Remotely
 IHSS Engagement

• Unit “Group Chats” via Teams to stay connected

• In-person unit meetings

• Off-site meetings
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Working Remotely
 AIS Staff Connection Committee
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Bringing It All Together

Working Remotely
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Working Remotely
 Challenges and Considerations

• Training new staff

• Clerical Adjustments

• Flexibility and adjustments for leadership who are also remote.

• Adjusting plans in accordance with what works best for individual 
regions and programs.
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From 2019 to 2023, the number of 
individuals receiving IHSS services 

increased by over 29%.

IHSS population grew from nearly 
31,000 to over 40,000 individuals.

Working Remotely
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FY 2022-2023

IHSS Annual 
Recertifications 

Timeliness

99.9%

FY 2022-2023

IHSS Initial Application 
Timeliness

90%
Exceeding State mandated 

80% performance expectation

FY 2022-2023

State Monitoring Results

100% 
Accuracy

In 90% of areas reviewed
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Working Remotely
 Looking Toward the Future

• Continue communication with staff to identify areas for 
improvement.

• Selective hiring for ideal fit.



Our Staff

What our staff 
have to say
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Thank you!
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Elsa.Caprioglio@sdcounty.ca.gov

Joyce.Uy@sdcounty.ca.gov

 Julie.Lara@sdcounty.ca.gov
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