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Chief Executive Office
Quality and Productivity Commission

Shared Practices 2016

PROJECT and
DEPARTMENT PROJECT DESCRIPTION CONTACT

eCommerce
Agricultural Commissioner/ 
Weights and Measures

Department Visit 
June 25, 2015

Problem:  Efficient and timely collection and tracking of registration fee payments.

Solution:  Develop eCommerce automated registration fee payments for Weighing 
and Measuring devices and scanners.  Future plans include eCommerce services 
for Farmer's Market, Certified Producer, Produce Standards and Structural 
Fumigation Registration/Certification fees. 

Results:  Online access to registration fee payments greatly enhances customer 
service, increases employee productivity and generates cost savings by reducing 
the amount of paperwork and staff time to process the permits.

Alycia Araya
Productivity Manager
(626) 575-5454
aaraya@acwm.lacounty.gov

Exotic Insect Detection 
Program Data Management 
System
Agricultural 
Commissioner/Weights and 
Measures

Productivity Investment Fund
$200,000 Grant

Problem:  LA County is a major conduit for introductions of pest that pose a threat 
to the state's agricultural industry as well as to native trees and plants.

Solution:  Funds will enable development of a comprehensive data collection and 
management system.  Staff will use a mobile device which will assist them with 
navigation, data input, optimal host selection, multiple map views, and the ability to 
send geo-tagged photos of target insects for identification.

Results:  The system will eliminate paper, provide streamlined digital information in 
real time, ensure the use of the most efficient travel routes and utilization of trap 
placements.  The project will place LA County at the forefront of technology and 
innovation statewide for this program.

Max Regis
Program Manager
(626) 459-8893
mregis@acwm.lacounty.gov

Alycia Araya
Productivity Manager
(626) 575-5454
aaraya@acwm.lacounty.gov

USING AVAILABLE TECHNOLOGY IN NEW WAYS
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USING AVAILABLE TECHNOLOGY IN NEW WAYS

CalAgPermits
Agricultural Commissioner

Department Visit 
June 25, 2015

Problem:  Pesticides and restricted materials are beneficial, but can also present a 
health threat if not used properly.  For quality control, the systems to authorize and 
track these chemicals needed to be streamlined.

Solution:  Collaborate with statewide government and regulatory agencies as well 
as private agricultural operators, to develop a platform for issuance of permits, data 
collection and reporting of pesticide use and restricted material permits.

Results:  CalAgPermits has standardized and automated related data input and 
reporting for the associated public agencies and private agricultural operators, alike 
to obtain permits, enter data and track information.

Alycia Araya
Productivity Manager
(626) 575-5454
aaraya@acwm.lacounty.gov

Facial Recognition 
Program for Lost Pets
Animal Care and Control

Department Visit
April 30, 2015

Problem:  The large volume of animals in shelters often make it difficult for pet 
owners to find their lost pets.

Solution:   Facial recognition software is now being used to help match lost pets 
with their owners.  The Department is working to implement the software and will 
modify operations to accommodate the new technology.  An owner can upload a 
photo of a lost pet and the software starts the database comparison with animals in 
the shelters.

Results:  A higher rate of successful and timely reunifications of owners and pets.

Dorthy Phillips
Productivity  Manager
(562) 256-1379
dphillips@animalcare.lacounty.gov
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USING AVAILABLE TECHNOLOGY IN NEW WAYS

GIS Mapping to Identify 
Service Area Needs
Animal Care and Control

Department Visit
April 30, 2015

Problem:  Identify the geographical areas of greatest animal services activity in 
order to match services and build infrastructure to meet the needs of the 
community.

Solution:   Working with ISD and Chameleon vendor to use data on adoptions, 
relinquishments, strays and service calls to map areas of greatest needs for 
services.  

Results:  Accurate evidence-based mapping enables the department to more 
efficiently plan for the future, determining the best locations for shelter placements 
and appropriate staff assignments.

Dorthy Phillips
Productivity  Manager
(562) 256-1379
dphillips@animalcare.lacounty.gov

Special Investigations' 
Tracking System (SITS)
Assessor

PQA Performance Measurement 
Award

View Video

Problem:  The Special Investigations Unit handles complex assessment and/or tax 
billing issues which requires extensive interactions with multiple offices.  The 
department wanted to streamline case management and tracking.

Solution:  Create a case tracking system that eliminates redundancies and allows 
users to query the system.  The resulting system, SITS, combines multiple Excel 
files into a single digital system.  C11

Results:  SITS has streamlined the case intake process by eliminating 
redundancies.  It includes all cases (both open and closed), and allows users to 
view status in real time.  

Dennis Wong
Program Manager
(213) 974-2755
dewong@assessor.lacounty.gov

Steven Hernandez
Productivity Manager
(213) 974-3123
shernandez@assessor.lacounty.gov 

https://vimeo.com/144405003
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USING AVAILABLE TECHNOLOGY IN NEW WAYS

Contract Monitoring 
Database of Reviews 
(CMDR)
Auditor-Controller

Department Visit 
August 3, 2015 

Problem:  The County did not have a central reporting mechanism to consolidate 
the various Group Home and Foster Family Agency monitoring efforts conducted by 
multiple County departments.  As a result, the information was manually compiled 
and data-entered on an excel spreadsheet, which was extremely time consuming 
and only accurate as of a point in time.

Solution:  Contract Monitoring Database of Reviews (CMDR),  a web-based 
database that resides on the County’s intranet making it accessible by all County 
departments.. 

Results:  Real-time, centralized contract monitoring information of Group Homes 
and Foster Family Agencies.  CMDR is easy to use, provides links to monitoring 
reports posted on the internet, and allows users to search the database using 
predetermined filters to obtain meaningful contract monitoring information.

Dulce Maycumber
Productivity Manager
(213)  974-0354
dmaycumber@auditor.lacounty.gov 

Charitable Giving Portal
Auditor-Controller

Department Visit
August 3, 2015

Problem:  Streamline the enrollment process for employees to participate in the 
Charitable Giving Payroll Deduction program.

Solution:  In response to a Board motion and in collaboration with the CEO 
Workplace Programs, develop a web-based application that automates the paper 
process for employees to designate to charities through monthly payroll deductions, 
and allows County employees to directly manage their donations.

Results:  Employees can donate directly to the qualified charitable organization of 
their choice, while saving paper and time by eliminating forms and manual data 
entry.  The Charitable Giving Portal provides a more efficient process, enhanced 
service quality, is an environmentally responsible practice, and provides cost 
savings 

Dulce Maycumber
Productivity Manager
(213)  974-0354
dmaycumber@auditor.lacounty.gov 
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Predicting Prosperity:  
It's Just Analytical
Child Support Services

PQA Silver Eagle Award

View Video

Problem:  In the past, CSSD's caseworkers handled approximately 800 cases. 
There was a wide range of case "types" in each caseload.  This constituted a strain 
and hindered the department's ability to resolve cases and collect support in a timely 
manner.

Solution:  Develop a "Predictive Analytics Model" where cases are assessed, using 
existing, programmatic variables, and other variables to predict case outcomes.  
This enables the department to segment the caseload according to likelihood of 
payment and empower the manager with tailored enforcement remedies. 

Results:  In addition to the quantifiable performance improvement in child support 
collections, CSSD’s implementation of Predictive Analytics as a methodology for 
smart, sophisticated public sector program management is a model for local and 
national government transformation.

Sara Gaeta-Anguiano
Program Manager
(323) 889-3323
Sara_Gaeta-
Anguiano@cssd.lacounty.gov

Jennifer Coultas
Productivity Manager
(310) 354-6314
jennifer_coultas@cssd.lacounty.gov

Student Information 
Tracking System (SITS)
Children and Family Services

PQA Top Ten Award

View Video

Problem:  Frequently, foster youth students do not receive support services that 
they would otherwise be eligible for because their schools are unaware of their 
status as foster children. In addition, schools are hesitant to share records, citing 
confidentiality and privacy laws.

Solution:  Development of the Student Information Tracking System (SITS), a 
comprehensive web-based application, will enable school based social workers to 
efficiently retrieve and view student education information.

Results:  With SITS, social workers have access to student records in real time.  
The ability to utilize current information is necessary to help youth improve their 
educational achievement goals, and ultimately, their overall well-being.

Steve Sturm
Program Manager
(626) 229-3404
sturms@dcfs.lacounty.gov

Arman Depanian
Productivity Manager
(213) 739-6435
depana@dcfs.lacounty.gov

https://vimeo.com/144405010
https://vimeo.com/144405002
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Automated Call 
Distribution
Consumer and Business 
Affairs

Department Visit
July 29, 2015

Problem:  The department seeks continuous quality improvement to provide the 
highest level of customer service.

Solution:  The Interactive Voice Response system was updated with new features 
to streamline and enhance the customer's experience.  The consumers are now 
routed to appropriate counselors who are able to answer calls by subject matter and 
language.

Results:  With the development of the Automated Call Distribution (ACD) telephone 
system, they have improved the customer experience, reduced dropped calls, and 
are able to more accurately track consumer complaints. 

Caroline Torosis
Productivity Manager
(213) 893-2206
ctorosis@dca.lacounty.gov 

DA Cyber Investigation 
Response Team
District Attorney with Chief 
Information Office and 
Internal Services

PQA Creative Application of 
Technology Award

View Video

Problem:  Information and information technology resources are critical to every 
County function and service, but at the same time, this information is a gold mine to 
hackers and identify thieves.  These continuing threats called for an innovative 
approach to strengthening the cyber response protocol.

Solution:  Create a Cyber Investigation Response Team (DA-CIRT) to track down 
these hackers and bring them to justice.  The team includes specialized members 
with top security clearances who work with the FBI and Secret Service.  DA-CIRT 
investigations have resulted in the successful prosecution and the filing of felony 
charges.  

Results:  DA-CIRT provides unique services on an ongoing basis that strengthens 
the County's cyber defenses.  Information sharing with other agencies enables DA-
CIRT to respond to attached and threats in a more efficient manner.

Maria Ramirez
Program Manager
(213) 257-2426

Tracy Holcombe
Productivity Manager
(213) 257-2771
tholcombe@da.lacounty.gov

https://vimeo.com/144404992
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Court Reservation System 
(CRS)
Los Angeles Superior 
Court

PQA Process Enhancement Award

View Video

Problem:  Prior to CRS, the only way parties could reserve a hearing date was to 
contact staff by telephone, or come to the courthouse in person.  The process was 
time consuming for litigants and court staff.  The problem was exacerbated as 
budget curtailments forced LASC to centralize or regionalize many functions and 
limit phone hours in the courtroom.

Solution:  The Court Reservation System (CRS) allows parties to reserve a date for 
a law and motion hearing and pay the associated filing fees through the Court's 
website.  This makes reservations available 24 hours a day, seven days a week, 
without having to telephone the courtroom or travel to the courthouse.

Results:  The ability to reserve, reschedule, or cancel reservations through CRS 
has proven to be a tremendous timesaver for court staff and the public, providing 
the advantage of 24 hour access, seven days per week.

Gregory Drapac
Program Manager
(213) 633-0037
gdrapac@lacourt.org

Mary Hearn
Productivity Manager
(213) 830-0801
mhearn@lacourt.org

24-7 Virtual Library
Public Library

PQA Top Ten Award
PQA Customer Service Award

View Video

Problem:  Round-the-clock customer service has become a fact of life across most 
every industry – including libraries – and has increased once Internet access and 
usage became a staple of American life.  Customers demanded that our business 
model evolve.

Solution:  Create a 24-7 Virtual Library which would provide almost every in-person 
service the library offered, including library catalog, books & media, downloads, 
online learning, free WiFi, research databases, family programming of all kinds, 
event information, and patrons individual accounts.

Results:  The 24-7 Virtual Library officially became the Department's highest 
circulating library during Fiscal Year 2013-14.  This is the kind of innovation that 
helps the County fulfill its mission of “Enriching Lives.”  It also helps bring the 
Library's own mission to fruition: “The Library gives you the freedom to create, 
explore, connect … whatever your needs and dreams.”  

Migell Acosta
Program Manager
(562) 940-8400
macosta@library.lacounty.gov

Roxane Marquez
Productivity Manager
(562) 940-8418
marquez@library.lacounty.gov

https://vimeo.com/144405001
https://vimeo.com/144405009
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Electronic Health Record - 
ORCHID
Health Services

Department Visit
July 13, 2015

Problem:  Electronic Health Records in LA County had been disjointed, running on 
multiple servers and using software that did not communicate well between facilities, 
resulting in a fragmented system of care.  This was problematic because it was 
highly inefficient and costly and was not good care for the patients.

Solution:  Develop and implement ORCHID, an integrated healthcare system 
where patients can receive consistent care within the same system.

Results:  Better and more efficient health care.  Patients spend less time due to 
duplicative diagnostic testing and staff are now able to immediately access crucial 
medical records to be able to provide better and more immediate care for the 
patients.

Gerardo Pinedo
Productivity Manager
(213) 240-7948
gpinedo@dhs.lacounty.gov

Integrated Talent 
Management Solution
Human Resources

Department Visit
March 25, 2015

Problem: Recruitment outreach must attract the most talented candidates to the 
County.

Solution:  Implement a talent management system, NEOGOV, to enable applicants 
to apply online.  It will collect and process candidate's applications, through all 
stages of the examination life cycle, including testing and eligible list generation.

Results:  The streamlined, easy-to-use interface which improves the applicant 
experience and creates operational efficiencies by having a countywide integrated 
platform. 

Murtaza Masood
Program Manager
mmasood@hr.lacounty.gov
(213) 974-2302

Ann Havens
Program Manager
(213) 738-2244
ahavens@hr.lacounty.gov

Theresa Tran
Productivity Manager
(213) 974-2515  
ttran@hr.lacounty.gov
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USING AVAILABLE TECHNOLOGY IN NEW WAYS

Job Placements within the 
CalWORKS and General 
Relief Population
Public Social Services

Department Visit 
June 17, 2015

Problem:  DPSS connects employable CalWORKs and General Relief candidates 
with jobs opportunities.  The ability to find available real time employment 
opportunities within the community to refer participants to, presented a challenge for 
DPSS Job Developers.

Solution:  Provide a process at no-charge for employers to provide their job orders 
directly to DPSS Job Development Staff. 

Results:  DPSS developed a webpage on its Portal which allows employers to 
directly upload their job orders.  The job orders are provided in real time, allowing 
staff to send appropriate candidates to apply for jobs in a timely manner.  Thanks in 
part to the website, DPSS has placed thousands of GAIN and GROW participants 
into jobs between July 2014 and April 2015.

Kimberly White
Productivity Manager
(562) 908-6330
kimberlywhite@dpss.lacounty.gov

Risk Management Service 
Plan and Dashboard
Public Works

Department Visit
August 31, 2015

Problem:  Ensuring risk management practices are current and effective.

Solution:  Continue to integrate best risk management practices into the 
Department operations, training employees, and developing the Risk Management 
Service Plan and Risk Management Dashboard.

Results:  The Department has been able to sustain the current level of risk cost 
well below the County average.

Bob Spencer
Productivity Manager
(626) 458-4070
bspencer@dpw.lacounty.gov

msavinar
Inserted Text
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EPIC-LA
Regional Planning

Department Visit
August 13, 2015

Problem:  Modernizing and streamlining the permitting and inspections process.

Solution:  The Electronic Permitting and Inspections County of LA (EPIC-LA) 
project provides for electronic plan review, file digitization/storage/retrieval, 
notifications and subscriptions of information..  It's GIS foundation, dashboards and 
eReview allows both the department and the customers to view real-time data and 
monitor project status.

Results:  The new system will make the planning process more efficient and 
transparent while increasing employee productivity and customer satisfaction.

Hsiao-Ching Chen
Productivity Manager
(213) 974-6559
hchen@planning.lacounty.gov

CAMS - Improving Client 
Case Management
Treasurer and Tax Collector 
with Mental Health, Medical-
Examiner-Coroner and 
County Counsel

PQA Outstanding Teamwork Award

View Video

Problem:  The Treasurer and Tax Collector, through its Public Administrator (PA) 
and Public Guardian (PG), provides critical services to a special population unable 
to care for themselves.  Tracking over 40,000 cases and millions in financial 
transactions was daunting with the outdated system and an obsolete programming 
language.

Solution:  Develop a web-based application, CAMS, that included Case 
Management, Asset Management, and Financial Management, including data 
gathering, research, decision making, performance metrics, application security and 
integration with other systems.

Results:  CAMS is fully integrated solution that has revolutionized and transformed 
the way the County does business by ensuring accurate, efficient and accountable 
operations for the PA and PG's at-risk clients. 

Ron Moskowitz
Program Manager
(213) 974-7618
rmoskowitz@ttc.lacounty.gov

Tom Ivey
Productivity Manager
(213) 974-7677
tivey@ttc.lacounty.gov

https://vimeo.com/144404995
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Water Districts Monitor 
What's In Your Water
Public Works

PQA Mega Million Dollar Award

View Video

Problem:  The use of chlorine to disinfect water produces disinfection byproducts 
such as Total Trihalomethanes (TTHM).  This can be harmful if consumed 
excessively over many years.  

Solution:  A six-month pilot study implementing a new aeration system focusing on 
reducing TTHM.  The pilot study showed a significant reduction in TTHM, helping 
the Water District meet the US Environmental Protection Agency's standard of 80 
parts per billion.

Results:  Better water quality for consumers, meeting and exceeding the standard 
at a fraction of the cost of building a new systems utilizing Granular Activated 
Carbon filters. 

T. J. Kim
Program Manager
(626) 300-3327
tjkim@dpw.lacounty.gov

Bob Spencer
Productivity Manager
(626) 458-4070
bspencer@dpw.lacounty.gov

Ergonomic Workstation 
Modernization
Child Support Services

Productivity Investment Fund
$300,000 Grant

Problem:  Find ways to prevent repetitive motion injuries in their Customer Contact 
Center.  Ninety percent of Customer Contact Center injuries are repetitive strain and 
motion injuries.

Solution:  Develop a modernized ergonomic Work Centre, including ergonomic 
furniture, equipment and voice recognition software.

Results:  Ergonomic workstation modernization will mitigate the frequency and 
severity of injuries and improve performance and quality of life for the Customer 
Contact Center staff.

Danny Gammage
Program Manager
(323) 889-3362
danny_gammage@cssd.lacounty.gov

Jennifer Coultas
Productivity Manager
(323) 965-6569
jennifer_coultas@cssd.lacounty.gov

LEVERAGING PRIVATE SECTOR BUSINESS PRACTICES

https://vimeo.com/144404996
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Inmate Care Services 
Project
Health Services with 
Sheriff's Department

PQA Bronze Eagle Award

View Video

Problem:  Patients at Twin Towers Correctional Facility previously were given 
primary health care at the facility and transported to LAC+USC for specialty care.  
Keeping up with increasing numbers of inmates, regulations and sharing information 
while complying with HIPAA regulations was challenging.

Solution:  Expand and improve inmate care services program at the facility, 
including better care coordination with electronic records, Specialty Clinics and e-
consult, and an Urgent Care clinic staffed by emergency physicians.

Results:   Fewer off-site Emergency Room visits, reduced risk in transportation 
costs to outside medical facilities, but most importantly, better care coordination and 
access to care for the inmates.

Erick Eiting, MD
Program Manager
(323) 409-1974
eeiting@dhs.lacounty.gov

Mark Ghaly, MD
Program Manager
(213) 240-8107
mghaly@dhs.lacounty.gov

Glen Joe
Productivity Manager
(213) 229-3281
GCJoe@lasd.lacounty.gov

Mega $$$$!  Grants to 
Grow a Healthy County
Public Health with Public 
Works, Parks & Recreation, 
Regional Planning, Arts 
Commission, and Internal 
Services

PQA Gold Eagle Award

View Video

Problem:  Typically, each County department independently identifies and prepares 
its own grant applications, leading to competition against one another for the same 
grant opportunities. This can make it appear that the departments are not working in 
tandem.  In addition, an increasing number of grant opportunities ask for multi-
beneficial projects addressing multiple issues. 

Solution:  The Healthy Design Workgroup brings departments together to 
coordinate and develop healthy design projects to compete for grant funding.

Results:  This  inter-departmental initiative is a commitment to teamwork, system-
wide change, significant process and workflow improvements, and enhanced fiscal 
effectiveness.  In a 12 month period, the Grants Subcommittee  brought in $4.7 
million for the development and implementation of infrastructure improvements and 
community plans that encourage healthy activities.

Jean Armbruster
Program Manager
(213) 351-1907
jarmbruster@ph.lacounty.gov 

Catherine Mak
Productivity Manager
(213) 989-7240
cmak@ph.lacounty.gov 

https://vimeo.com/144405008
https://vimeo.com/144405005
msavinar
Cross-Out
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Pitchess Detention Center 
(PDC) Laundry Recycling 
System
Sheriff's Department with 
Public Works

Productivity Investment Fund
$330,000 Grant
$330,000 Loan

Problem:  The PDC laundry facility services the largest County jail system in the 
nation and uses a significant amount of water, energy and water-softening salts, and 
accounts for a significant amount of sewer and brine discharge in its operation..  

Solution:  A state-of-the-art water filtration and recycling system.  The system will 
recycle 80% back to the facility, with the 20% for irrigation.  The technology retains 
the heat, so less energy is needed to reheat the water.  Also, recycled water 
reduces the demand for water softener.

Results:  The water recycling system will help the Department meet local and state 
conservation mandates and its operational sustainability goals.  In addition it will 
help mitigate costs for water, sewer, energy and water-softening salts. 

David Culver
Program Manager
(626) 300-3020
deculver@lasd.org

Glen Joe
Productivity Manager
(213) 229-3281
gcjoe@lasd.org

Redevelopment Bond 
Refunding Program
Treasurer and Tax Collector

PQA Commissioners' Legacy 
Award

View Video

Problem:  Redevelopment Agencies (RDAs) formerly leveraged their revenue 
streams with long-term bonds.  When the RDAs were dissolved in 2013, these 
agencies were left with more than $15 billion in long-term bonds. There was no 
incentive for Successor Agencies (SAs) to refund the bonds since savings could not 
be used for redevelopment.  And, since Moody's downgraded all ratings on 
redevelopment credits, refunding these bonds seemed out of the question. 

Solution: Develop a program that made refinancing simple and to encourage 
refunding.  The program assists with the refunding process and manages the 
majority of post-issuance tasks.  All of this is provided to the SAs for free.

Results:  In December 2013, the program issued its inaugural series of bonds with 
a gross savings of more than $33 million.  During the 18 months that followed, the 
program issued seven additional series of bonds. Participating SAs continue to save 
millions.  The program has received recognition by the "Bond Buyer" newspaper and 
by NACo.

Douglas S. Baron
Program Manager
(213) 974-2101
dbaron@ttc.lacounty.gov

Thomas Ivey
Productivity Manager
(213) 974-7677
tivey@ttc.lacounty.gov

https://vimeo.com/144404993
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The Mental Health 
Academy Program
(formerly The Clergy 
Academy Program)
Mental Health

Department Visit
August 20, 2015

Problem:  Members of the clergy are often the first responders to people in 
emotional distress.  Sensitivity to mental health needs could be critical to helping 
ensure a positive outcome.

Solution:  Develop a "mental health literacy" approach focused on faith 
communities to equip them to fight stigma and discrimination toward mental illness 
and improve their capacity to welcome and support people with mental illness in the 
community.  

Results:  The program is proving to be a means for engaging, educating and 
organizing community action for improving mental health wellness and resiliency.  In 
some cases, church leaders have created unprecedented collaborations to address 
community issues such as homelessness.

Adrienne Hament
Program Lead
(213) 738-4395
ahament@dmh.lacounty.gov

Kumar Menon
Productivity Manager
(213) 738-4258
kmenon@dmh.lacounty.gov

Novel Program Improves 
HIV Care and Prevention
Public Health with 
Commission on HIV

PQA Changemaker Award

View Video

Problem:  Successful management of HIV requires that patients be in continuous 
care and take medication as prescribed.  This is also important because patients 
with suppressed HIV are less likely to spread the virus to their partners.

Solution:  A Medical Care Coordination Program designed to develop and 
coordinate a jurisdictional response to HIV, including guidelines and assessment 
tools. Multidisciplinary teams consisting of a nurse, social worker and case worker, 
are co-located at 35 HIV clinics to monitor the health of HIV patients, identify those 
with poor health status, and to deliver integrated medical and support services to 
them.

Results:  HIV patients experienced significant improvements in health, including 
increase suppression of the virus, thereby reducing the number of new cases of 
HIV.  It streamlines services delivery and program efficiency.  

Wendy Garland, MPH
Program Manager
(213) 240-8156
wgarland@ph.lacounty.gov

Catherine Mak
Productivity Manager
(213) 989-7240
cmak@ph.lacounty.gov  

COLLABORATING WITH OTHERS TO DELIVER IMPROVED SERVICES

https://vimeo.com/144404994


Chief Executive Office
Quality and Productivity Commission

Shared Practices 2016

PROJECT and
DEPARTMENT PROJECT DESCRIPTION CONTACT

Core Practice Model
Children and Family Services

Department Visit
July 9, 2015

Problem:  Interfacing with families in difficult situations can be traumatic for DCFS 
employees and families alike. Situations can be fluid and unpredictable.  Training 
employees how to react in different scenarios is a challenge.

Solution:  Implementation of a Core Practice Model at the DCFS Academy includes 
simulations of “real life” scenarios that social workers encounter in the field.

Results:  The core practice modules ensure a stronger training program and better 
preparation for front-line employees.

Regina Goree
Program Manager
(626) 691-1487
goreerx@dcfs.lacounty.gov

Arman Depanian
Productivity Manager
(213) 739-6435
depana@dcfs.lacounty.gov

Jail-Based American Job 
Center of California
Community and Senior 
Services with Sheriff, 
Probation, Human 
Resources and CCJCC

Productivity Investment Fund
$900,000 Grant

Problem:  Effectively preparing inmates for re-entry into the community upon 
release, including long-term, career track employment.

Solution:  Establish interagency coordination of County departments to embed a  
system of navigation of inmates from jails to the workforce. Include elements to 
address criminogenic behavior and self image, a navigation system from inside the 
jail to the workforce, and ongoing peer support.  Measure and document the 
process to develop a blueprint for future programs.

Results:  The goal is to establish a strong bridge for jail releasees from jail to the 
workforce system by enrolling pre-release inmates in services and trainings, 
connecting them with a System Navigator to provide maximum support and to 
document the successes of the program.

Cherylynn Hoff
Program Manager
(323) 395-8127
choff@css.lacounty.gov

Stephanie Maxberry
Productivity Manager
(213) 738-2015
smaxberry@css.lacounty.gov

NEW WAYS TO DELIVER SERVICE
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NEW WAYS TO DELIVER SERVICE

DCBA Leadership 
Academy
Consumer and Business 
Affairs

Department Visit
July 29, 2015

Problem:  Staff development and succession planning are necessary for ensuring 
the success of the Department.

Solution:  Instituting the DCBA Leadership Academy to offer a series of advanced 
trainings. Through the Academy, supervisors, senior managers and line staff 
undergo extensive training on how to be more effective leaders. 

Results:  This training is preparing emerging leaders to assume positions of 
responsibility in the future. Succession planning is an integral part of the success of 
the Department.

Caroline Torosis
Productivity Manager
(213) 893-2206
ctorosis@dca.lacounty.gov 

A Brighter Future: 
Combatting Foster Youth 
Identity Theft
Consumer and Business 
Affairs with Children and 
Family Services and 
Probation

PQA Top Ten Award

View Video

Problem:  Children are attractive targets for identity thieves because the crime is 
usually not discovered for years.  Foster children are particularly vulnerable because 
their sensitive information passes through many hands.  They often have to deal 
with the results of this crime alone, with no family or safety net to help.

Solution:  Launch a comprehensive support program to clear up credit records and 
educate emancipated youth about making smart financial decisions for their future.

Results:  Remediation efforts have been 100% successful, resolving all 1,474 of 
the closed cases. The training workshops have provided information to hundreds of 
foster youth, probation youth and DPSS clients.  The Consumer Education and 
Public Outreach Unit has expanded outreach activities by 20%.

Rigoberto Reyes
Program Manager
(213) 974-9758
rreyes@dcba.lacounty.gov

Caroline Torosis
Productivity Manager
(213) 893-2206
ctorosis@dcba.lacounty.gov

https://vimeo.com/144405000
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Patient-Centered Medical 
Home
Health Services

Department Visit
July 13, 2015

Problem:  Until recently, the patient's main point of entry was the emergency 
department where each patient would see a different physician during episode of 
illness.

Solution:  Empanel patients into a patient-centered medical home with an assigned 
primary care physician who can become familiar with their needs and create a long-
term medical strategy for treatment.

Results:  Patients are seen in an outpatient setting where illnesses can be detected 
early and illnesses resolved more timely.  It provides better patient care while 
decompressing specialty care programs and provides patients with a sense of 
belonging.

Gerardo Pinedo
Productivity Manager
(213) 240-7948
gpinedo@dhs.lacounty.gov

Recruitment and Selection 
for IT Job Classifications
Human Resources and Chief 
Information Office

Productivity Investment Fund
$150,000 Grant

Problem:  The IT field is extremely dynamic and good candidates in high demand.  
The County needs to remain competitive to attract and retain a highly qualified 
workforce.  

Solution:  Work with a Consultant to conduct a review of recruitment and selection 
practices for eight to ten IT benchmark classifications to identify and recommend 
enhancements to the current process.

Results:  A report detailing best practices in IT recruitment and selection for both 
the public and private sector.  It will provide recommendations to streamline the 
process, develop customized plans and implementation strategies.

Ann Havens
Program Manager
(213) 738-2244
ahavens@hr.lacounty.gov

Theresa Tran
Productivity Manager
(213) 974-2515  
ttran@hr.lacounty.gov
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IMHT:  Reducing Risk for 
Homeless Early Death
Mental Health

PQA Top Ten Award

View Video

Problem:  Individuals with a serious mental illness die an average of 25 years 
earlier than those without a mental illness.  This population becomes even more 
vulnerable when they also have a medical condition, substance use condition and 
are chronically homeless. 

Solution:  Create the Integrated Mobile Health Team (IMHT), an innovative mobile 
team that provides outreach, assessment, medical and mental health services to 
this highly vulnerable population.  

Results:  Performance measures indicate significant improvements in clients' ability 
to manage their illness, meaningful improvements in physical health and reduction 
in alcohol and drug consumption. The need for emergency services was reduced 
and the projected longevity for clients increased.

Debbie Innes-Gomberg, Ph.D.
Program Manager
(213) 251-6817
DIGomberg@dmh.lacounty.gov

Kumar Menon
Productivity Manager
(213) 738-4258
kmenon@dmh.lacounty.gov

Una Mente, Una Vida:  One 
Mind, One Life
Mental Health with 
Univision, KMEX, Channel 
34

PQA Top Ten Award

View Video

Problem:  Spanish-speaking constituents are the largest under-represented 
population to receive mental health services in Los Angeles County.  Language, 
distrust of government and cultural resistance make it challenging to reach this 
population.

Solution:  The department created a partnership with Univision, KMEX, Channel  
34 to highlight mental health issues in the Spanish-speaking communities to inform 
them that help is available and recovery is possible. Together they produced a bi-
weekly segment for broadcast Friday and Saturday nights.   In addition, they 
produced a telethon with outstanding success.

Results:  The partnership resulted in open conversations about mental health, the 
decrease of stigma and discrimination and an increase in clients accessing mental 
health care via the ACCESS  24/7 help line.

Debbie Innes-Gomberg, Ph.D.
Program Manager
(213) 251-6817
DIGomberg@dmh.lacounty.gov

Kumar Menon
Productivity Manager
(213) 738-4258
kmenon@dmh.lacounty.gov

https://vimeo.com/144405004
https://vimeo.com/144405006
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Women's Veterans 
Program
Military and Veterans 
Affairs with Board of 
Supervisors First District, 
Human Resources, Public 
Library, Mental Health and 
Public Social Services

PQA Top Ten Award

View Video

Problem:  Women who serve in the U.S. Armed Forces have unique needs, such 
as gender-specific healthcare.  Women veterans have higher rates of physical and 
mental health problems, as well as higher unemployment and homelessness.  

Solution:  Identify the leading issues facing women veterans and create a series of 
monthly seminars addressing those issues, including subject matter experts, 
program facilitators and both veteran and non-profit organizations.   Information and 
referral services covered health, housing, education, job training and placement, 
financial services, child care, legal assistance, gender identity and social networks.  

Results:  The program provided a safe space where women veterans can enjoy the 
close knit camaraderie, connect with their benefits and become knowledgeable of 
resources available to them.

Stephanie Stone
Program Manager
(213) 765-9225
sstone@mva.lacounty.gov

Deborah Lin
Productivity Manager
(213) 765-9622
dlin@mva.lacounty.gov

Multi-Disciplinary Multi-
Purpose Space
Museum of Art (LACMA)

Department Visit
February 26, 2015

Problem:  How to maximize existing space to increase access and programming 
without increasing cost.

Solution:  Utilize existing square footage by developing public programs that live 
comfortably alongside core activities and allow the department to use office or other 
space during non-business hours.  The Museum's Art & Technology Lab is an 
excellent example of multi-purpose usage.

Results:  Efficient use of space enhances services while keeping operating cost 
down.

Amy Heibel
Program Manager
(323) 847-6138
aheibel@lacma.org

Ann Rowland
Productivity Manager
(323) 857-6142
arowland@lacma.org

https://vimeo.com/144405007
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CalFresh Outreach 
Campaign
Public Social Services

Department Visit 
June 17, 2015

Problem:  Many eligible families and individuals are not enrolled in the CalFresh 
Program.  

Solution:  To increase CalFresh participation, DPSS launched an aggressive 
outreach campaign including the designation of a "CalFresh Awareness Month," 
expanded and promoted the access to our community partners to use "Your 
Benefits Now," an online application system to assist with CalFresh applications, in 
addition to implementing the Health and Nutrition Mobile Office.

Results:  DPSS has been able to increase CalFresh Program participation and offer 
information on the CalFresh Program to greater numbers of qualified individuals and 
families.

Kimberly White
Productivity Manager
(562) 908-6330
kimberlywhite@dpss.lacounty.gov
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Using Art to Create a 
Healing Environment
Health Services

PQA County Image Enhancement 
Award

View Video

Problem:  Believing there is a positive effect on healing when patients treated in a 
warm and beautiful environment, Harbor-UCLA Surgery-Emergency Department 
sought ways to include art in their new S/E building, even thought there was no 
available funding.

Solution:  Department staff met with community artists art-related business 
persons, hospital administration and the LA Biomedical Research Institute 
foundation office to plan for art beautification of the new building.

Results:  Through the combined efforts of internal and external stakeholders, the 
stark, institutional environment was transformed into a "gallery" of healing enjoyed 
by all who pass through the walls.  

Marianne Gausche-Hill, MD
Program Manager
(213) 963-8014
mgausche@emedharbor.edu

Gerardo Pinedo
Productivity Manager
(213) 240-8104
gpinedo@dhs.laocunty.gov

LACMA@Charles White 
Elementary School (CWES)
Los Angeles County Museum 
of Art

Productivity Investment Fund
$620,000 Grant

Problem:  Providing accessible museum-grade exhibits and related hands-on 
workshops and tours in underserved communities.  

Solution:  Expand and develop a satellite museum program at the Charles White 
Elementary School to develop a scalable model for additional community sites.  
Offering art education programming at satellite locations has been a valuable 
strategy in reaching these audiences because it removes both real and perceived 
barriers to participation.

Results:  Engaging in the arts will foster skills and values in underserved 
communities, make art more accessible to a diverse audience; contribute to the 
transformation of the neighborhood into a cultural and family friendly environment; 
provide a blueprint for other projects and funders.

Jane Burrell
Program Manager
(323) 857-6137
jburrell@lacma.org

Ann Rowland
Productivity Manager
(323) 857-6000
arowland@lacma.org

TELLING OUR STORY

https://vimeo.com/144404997
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TELLING OUR STORY

Community Outreach 
Vehicle
Public Works

Productivity Investment Fund
$250,000 Grant

Problem:  Effectively interfacing with the community to bring information regarding 
County services, issues, resources, and safety.

Solution:  A 35-foot multiuse mobile community vehicle to expand outreach in a 
variety of areas, including drought, conservation, jobs, and disaster information.  
The vehicle will also be equipped to function as a mobile incident command center 
during natural disasters. 

Results:  The community outreach vehicle builds community relationships and 
increases awareness of government services.  It will disseminate information on 
important topics such as drought, sustainability and resiliency.  It can also be an 
important resource during natural disasters.

Phil Doudar
Program Manager
(626) 458-4393
pdoudar@dpw.lacounty.gov

Kimberly Lyman
Alternate Productivity Manager
(626) 458-3528
klyman@dpw.lacounty.gov

Mandatory Water 
Restriction Outreach 
Campaign
Public Works

Productivity Investment Fund
$150,000 Grant

Problem:  The severe drought and the Governor's Executive Order to reduce water 
consumption mandated immediate and effective action. 
 
Solution:  Conduct an outreach campaign with practical information and steps 
customers can take to reduce water and prevent fires.  These creative programs will 
include events hosted by key community groups, and using online and mobile ad 
services that are capable in geo-targeting audiences, conversion tracking and 
behavior analysis, allowing the County to measure the reach and impact of 
advertising dollars. Rather than restrict ads to one or two sites, this strategy actually 
allows us to go where the users are—whether that’s shopping, checking weather, 
checking stocks, and reading news.
 
Results:  This multi-faceted campaign will help embed sustainability practices in the 
communities and help LA County reach the mandated 28% to 36% water reduction 
goals.  

Iwen Tseng
Program Manager
(626) 300-4688
itseng@dpw.lacounty.gov

Kimberly Lyman
Alternate Productivity Manager
(626) 458-3528
klyman@dpw.lacounty.gov
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Web-Interface for Mobile 
Access for eWorkflow
Alternate Public Defender

Department Visit
May 21, 2014

Problem:  Mobile access to critical department resources is a major IT strategic 
objective.  The success and growth of APD's eWorkflow  necessitated access from 
mobile locations.

Solution:  Enabling mission critical access and functionality through the web by  
migrating the eWorkflow database to an upgraded version.

Results:  Mobile functionality enables attorneys to access work more easily away 
from the office and in court.  It saves time, money and enhances productivity.

Gary Baucum
Productivity Manager
(213) 974-8226
gbaucum@apd.lacounty.gov 

Active eCase Document 
Management and Archival 
System (DMS)
Alternate Public Defender 
(APD)

PQA Productivity Enhancement 
Award

View Video

Problem: APD handles over 30,000 new cases every year.  State Bar rules require 
them to keep case files for an indefinite period, resulting in ever increasing off-site 
storage and retrieval costs.  

Solution:  Create the Active eCase Document Management and Archival System 
that would: 1) store closed files;  2) allow access to with active case files from work, 
courts, or home; 3) receive electronic probation reports; and 4) scan files directly to 
the system 

Results: DMS, accessible from any workstation, provides immediate access to both 
archived and active case files.  DMS interfaces with other justice systems, and 
provides a speedy interface for uploading documents and processing client file 
requests.  Benefits include enhanced service, reduced storage and scanning costs.

Jordan Yerian
Program Manager
(213) 893-2042
jyerian@apd.lacounty.gov

Gary Baucum
Productivity Manager
(213) 974-8226
gbaucum@apd.lacounty.gov

USING AVAILABLE TECHNOLOGY IN NEW WAYS

Page 1

https://vimeo.com/121838261


Chief Executive Office
Quality and Productivity Commission

Shared Practices 2015

PROJECT and
DEPARTMENT PROJECT DESCRIPTION CONTACT

USING AVAILABLE TECHNOLOGY IN NEW WAYS

Technology Enhanced Arts 
Learning (TEAL)
Arts Commission

Productivity Investment Fund
$1,085,446 Grant

Problem:  Schools in LA County have faced decades of challenges that now limit 
students' access to high quality arts instruction. The goal of TEAL is to provide large 
scale professional development in the arts to public school teachers and 
administrators across the County.

Solution:  Develop learning modules that feature in-person and online content in 
partnership with the Office of Education. Utilize a trainer-of-trainers implementation 
model to enable educators to include arts-based learning strategies in their 
classrooms.

Results:  The project will significantly increase knowledge and skills of public school 
educators in the fundamentals and best practices of arts education. It will also 
provide arts training to college students seeking their teaching or administrative 
credentials.

Denise Grande
Program Manager
(213) 202-3983
dgrande@arts.lacounty.gov

Robin Guerrero
Productivity Manager
(213) 893-2543
rguerrero@bos.lacounty.gov

MARS: Mileage 
Authorization & 
Reimbursement System
Auditor-Controller with 
Internal Services and Public 
Social Services

PQA Gold Eagle Award
PQA Best Application of 
Technology Award

View Video

Problem:  County employees were spending significant time manually preparing, 
submitting, approving and processing mileage and parking claims.  The process 
was paper-based, inefficient, and time-consuming.

Solution: The Mileage Authorization and Reimbursement System (MARS).  The 
fully automated system was implemented in 2012 for over 35,000 County mileage 
drivers.  It is completely paperless, automated and user-friendly.  MARS 
incorporates geographic information technology to compute distances.

Results:  MARS significantly increased the efficiency of the entire process.  
Employees benefit through faster, more accurate claims preparation, submission, 
and payment.  It is accurate and "green," saves money and time.  

Robert Davis
Program Manager
(213) 974-0385
radavis@auditor.lacounty.gov

Dulce Maycumber
Productivity Manager
(213) 974-0354
dmaycumber@auditor.lacounty.gov

Page 2

https://vimeo.com/121842940
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ERIC Manages Risk in "A 
Dash"
Chief Executive Office with 
Internal Services 

PQA Top Ten Award
PQA Performance Measurement 
Award

View Video

Problem:  Finding ways to reduce liability claims. The County pays out $500 million 
on workers compensation and liability claims a year!  

Solution:  The Enterprise Risk Information Center (ERIC) dashboard, a user-
friendly, multi-faceted tool allowing managers to view, update and track claims and 
liability data.

Results:  ERIC provides accurate and consistent information, allowing claims to be 
avoided, resolved early, and managed efficiently.

Steven NyBlom
Program Manager
(213) (213) 738-2214
snyblom@ceo.lacounty.gov

Jerry Ramirez
Productivity Manager
(213) 974-4282
jramirez@ceo.lacounty.gov

Court Report Document 
Management System
Children and Family Services 

Productivity Investment Fund
$118,757 Grant

Problem:   The Department is required to send complex court reports for each child 
under their supervision at least once every six months.  An average of 400-500 
report packages are sent each week, using over 60 million pages annually.

Solution:  Build a fully integrated system for online management of Court Reports 
in collaboration with Juvenile Court Services.  The website will enable electronic 
imaging and retrieval of court reports and eliminate the need for printed copies.  

Results:  Cost savings result from reduced mileage, paper and toner costs, and the 
cost of purchasing new copier/printers.  There will also be a reduction in Court 
Sanctions due to late reports.  Improved tracking makes documentation retrieval 
easier.

Jerry Fong
Program Manager
(562) 345-6625
fongj@dcfs.lacounty.gov

Tricia Densen
Productivity Manager
(213) 739-6435
densot@dcfs.lacounty.gov

Page 3
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Electronic Case File 
Management System
Coroner

Department Visit
April 3, 2014

Problem:  Replacement of the legacy management/tracking system was critical to 
the goal of improving operational efficiency and effectiveness and to reduce liability,

Solution:  Develop the Electronic Case Final Management System (ECFS) a 
system to provide document management as well as physical object management 
functionality while addressing important security issues.  

Results:   The system will improve document management, evidence tracking and 
monitoring workflow.  

Sarah Ahonima
Productivity Manager
(323) 343-0784
sahonima@coroner.lacounty.gov 

Justice Automated 
Information Management 
System (JAIMS)
District Attorney

Department Visit
May 19, 2014

Problem:  Criminal justice agencies face difficulties in obtaining and analyzing data 
due to privacy laws, different reporting systems and organizations.

Solution:  JAIMS, the result of a joint effort of criminal justice agencies led by 
Information Systems Advisory Body (ISAB), is a database and reporting tool that 
collects information, anonymizes it, and makes it available for statistical reporting.

Results:   This system is one of the most significant computer programs used to 
collect criminal justice data, including AB109 data.

Priscilla Cruz
Productivity Manager
(213) 202-7621
pcruz@da.lacounty.gov

Page 4
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USING AVAILABLE TECHNOLOGY IN NEW WAYS

First Step
District Attorney

Department Visit
May 19, 2014 

Problem:  The County of Los Angeles has seen an increase in sex trafficking of 
minors.

Solution:  First Step, a newly developed program involving Children and Family 
Services, Probation, and law enforcement agencies.  This program was established 
to define policies, procedures and best practices when agencies come into contact 
with minors who may be victims of domestic minor sex trafficking.  

Results:   The partners have committed to work collaboratively to ensure the safety 
and well-being of children and youth who have or may become victims of 
commercial exploitation.

Priscilla Cruz
Productivity Manager
(213) 202-7621
pcruz@da.lacounty.gov

Pulse Point
Fire

Department Visit 
August 7, 2014

Problem:  Technology brings new opportunities to the Department through citizen 
involvement and engagement.

Solution:  Pulse Point, a free smart device application that alerts CPR-trained 
citizens that someone nearby is experiencing cardiac arrest and needs CPR.  This 
app not only provides the location of the victim, but also the nearest public access 
automated defibrillator.

Results:  Many lives will be saved with more immediate CPR administered by 
trained citizens prior to arrival of firefighter paramedics.  

Roxanne Benavides-Ortega
Productivity Manager
(323) 881-2327
roxanne.benavides@fire.lacounty.gov

Page 5
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Conversion of FLSA and 
EDP Training to 
E-Learning Courses
Human Resources (DHR)

Productivity Investment Fund  
$130,000 Grant

Problem: DHR coordinates the development, implementation, oversight, and 
curricula management of training mandated by the Board of Supervisors and Chief 
Executive Officers for the County.  The instructor-based training is not cost-
effective, sometimes inconsistent, and lacks flexibility.

Solution:  Convert existing Federal Labor Standards Act (FLSA) training and 
Employment Discrimination Prevention Training (EDPT) curricula to online learning.  

Results: Cost savings are realized by reduced staff time in scheduling, instruction 
and transportation.  E-Learning is flexible, ensures consistent curricula delivery, 
enhances compliance reporting, and audits knowledge retention by review testing.  

Paul Canning
Program Manager
(213) 768-2299
pcanning@hr.lacounty.gov

Shawn Atin
Productivity Manager
(213) 974-2631
atins@hr.lacounty.gov

eCloud - LA County Cloud 
Computing
Internal Services

PQA Silver Eagle Award
PQA Mega Million Award

View Video

Problem:  The legacy system maintained individual servers for each application, 
resulting in underutilization of server, network and data storage capacity and 
duplicative support labor.

Solution:  Create private cloud ("eCloud") which leverages advanced technologies 
to consolidate server, network, and data storage resources. Shared hardware 
resources use less space, consume less power and require substantially less time 
to maintain.

Results:  Accelerated and streamlined deployment of applications.  The 
applications run more reliably due to the flexibility and resiliency associated with 
automated disaster recovery features. Cost savings are realized through shared 
hardware, reduced power and cooling costs, and optimized technical resources.

Jac Fagundo
Program Manager
(562) 940-2903
jfagundo@isd.lacounty.gov

Celina Ortiz
Productivity Manager
(323) 267-3111
cortiz @isd.lacounty.gov 

Page 6
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Park Report Card
Parks and Recreation

Department Visit
July 30, 2014

Problem:  Customer feedback is an essential element of ensuring parks meet the 
communities recreational needs.

Solution:  A web-based customer service survey allows visitors to grade facilities.  
This "Report Card" enables the Department to assess feedback on safe and clean 
parks, program satisfaction and customer friendly interaction.  An automated e-mail 
notification enables 24/7 responses to inquiries, complaints, and ratings that fall 
below a competent threshold.  

Results:  The information is used to identify areas that require attention.  Data 
trends are analyzed to identify long-term solutions that will raise the level of 
customer satisfaction.  

Elizabeth Mendez
Productivity Manager
(213) 738-3040
lmendez@parks.lacounty.gov

PD Virtual Office & Video 
Communications Initiative
Public Defender

PQA Top Ten Award

View Video

Problem:  Public Defender attorneys need to frequently communicate with clients 
as the case progresses.  This necessitated extensive travel to the jails or use of a 
shared office video unit for video conferencing.

Solution:  Create a remote virtual office so attorneys can video conference with 
incarcerated clients and access their work stations and case management tools 
from almost anywhere.

Results:  Improved quality representation of incarcerated clients, cost savings and 
cost avoidance through reduced mileage and travel expenses, and reduction of 
unproductive in-court wait time.

Noble Kennamer
Program Manager
(949) 370-6762
nkennamer@pubdef.lacounty.gov

Joanne Rotstein
Productivity Manager
(213) 974-3036
jrotstein@pubdef.lacounty.gov 

Page 7
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Engaging Voters in LA 
County via Mobile 
Outreach
Registrar-Recorder/County 
Clerk (RRCC)

PQA Top Ten Award

View Video

Problem:  One of RRCC's  challenges in their voter information and engagement 
efforts is reaching the emerging generation of eligible voters who have embraced 
technology for information and interaction.

Solution:  Create the Mobile Outreach program, using modern communication and 
outreach practices.  RRCC partnered with two local radio stations to strategically 
place ads on the radio station websites on mobile phones, including hyperlinks to 
the RRCC website.  Once online, visitors were able to register electronically.

Results:  Visits to the RRCC website and electronic voter registration spiked.  The 
"emerging generation" (18 to 29) of eligible voters constituted 59% of all new 
registrants.

Efrain Escobedo
Program Manager
(562) 462-2721
eescobedo@rrcc.lacounty.gov

Ann Smith
Productivity Manager
(562) 462-2665
asmith@rrcc.lacounty.g ov

Productivity, Accuracy, 
Customer Service and 
Efficiency (PACE)
Registrar-Recorder/County 
Clerk (RRCC)

Department Visit
August 14, 2014

Problem:  Evaluate productivity, accuracy, customer service and efficacy to guide 
managers in making business decisions.

Solution:  PACE engages business analytics to measure and evaluate RRCC 
programs. Development includes identifying core activities and develop a metrics to 
gauge productivity. Collect data over an extended period of time.  The data is used 
by the business analytics team to develop additional statistical techniques.

Results:  A more effective evaluation of core departmental operations, enabling 
identification of trends and better decision making.

Ann Smith
Productivity Manager
(562) 462-2665
asmith@rrcc.lacounty.gov

Margaret Palacios
Productivity Manager (Alt)
(562) 462-2823
mpalacios@rrcc.lacounty.gov

Page 8
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Online Voter Registration
Registrar-Recorder/County 
Clerk (RRCC)

Department Visit
August 14, 2014

Problem:  Providing easy online access to voter registration and streamlining the 
registration process.

Solution:  Online registration is now available at registertovote.ca.gov .  The system 
searches the Department of Motor Vehicles (DMV) database to verify information 
and see if there is a signature that can be used to register.  If there is not signature 
on file, the data is still in the system, but the person simply needs to sign the paper 
application and mail it in.

Results:  The program has not only made voter registration opportunities available 
through technology that constituents use today, but has also eliminated three out of 
the four steps required to process a hard-copy form.

Ann Smith
Productivity Manager
(562) 462-2665
asmith@rrcc.lacounty.gov

Margaret Palacios
Productivity Manager (Alt)
(562) 462-2823
mpalacios@rrcc.lacounty.gov
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Predictive Analytics as a 
Workload Management 
Tool
Child Support Services

Department Visit 
July 31, 2014

Problem:  Distributing equal numbers of cases to caseworkers can result in an 
uneven workload due to the fact that some parents respond quickly to child support 
requirements, while others do not.  Case workers must focus more intensely on the 
non-payers.

Solution:  Apply predictive analytics to case assignments, identifying which cases 
are more likely to need intensive follow-up.  Distribute the workload according to 
anticipated time required rather than simply equal numbers of cases.

Results:  Caseworker workload is more efficient and balanced. Using Predictive 
Analytics results in increased efficiency, outcomes and caseworker morale. 

Jennifer Coultas
Productivity Manager
(323) 965-6569
jennifer_coultas@cssd.lacounty.gov

Enhancing Child Support 
Outcomes through 
Innovative Programs
Child Support Services

Department Visit 
July 31, 2014

Problem:  Identify ways to increase efficiency and outcomes with increasing 
numbers of Child Support Cases.

Solution:  Expand the use of automated locate functions, collaborate with 
Fatherhood groups, community based and faith-based organizations, and 
employers.   

Results:  Current support collections were increased to 60.6%; arrears collections 
were increased to 61.1%; and court order establishment increased to 809.5%.

Jennifer Coultas
Productivity Manager
(323) 965-6569
jennifer_coultas@cssd.lacounty.gov

LEVERAGING PRIVATE SECTOR BUSINESS PRACTICES
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LEVERAGING PRIVATE SECTOR BUSINESS PRACTICES

Valuing Staff through 
Recognition and 
Communication
Child Support Services

Department Visit
July 31, 2014

Problem:  Recognition of employees is an integral part of a well-run organization. 

Solution:  Establish multiple avenues for recognition and training for staff, including 
Buzz Newsletter accolades and Town Hall Recognition. Include a Leadership 
Academy, Collaborative Conversation training, a weekly Director's message, and a 
daily "My CSSD" message on every computer screen.

Results:  Improved communications, improved employee morale and continuous 
quality improvement in employee skills through training.

Jennifer Coultas
Productivity Manager
(323) 965-6569
jennifer_coultas@cssd.lacounty.gov

Electrifying Student 
Success: HAR 
Scholarships
Community Development 
Commission/Housing 
Authority 

PQA County Image Enhancement 
Award

View Video

Problem:   According to the Brookings Institute, only 11% of children in households 
from the bottom fifth income quintile earn a college degree, while 80% of the top fifth 
earn one.

Solution:  Through a creative public-private partnership between the Community 
Development Commission/Housing Authority and Southern California Edison (SCE), 
a "capitation rate partner" program was implemented in which residents could sign 
up for an alternate rates program.  For each unit that signed up, SCE donated $15 
to a scholarship program.

Results:  With the assistance of individual donations, and corporate and local 
business sponsorships, 21 scholarship awards were made to low-income Section 8 
participants and public housing residents to attend a 4-year university, community 
college, or vocational training program.

Jennifer Blackwell-Trotter
Program Manager
(626) 586-1899
jennifer.blackwell@lacdc.org

Elisa Vasquez
Productivity Manager
(626) 586-1899
elisa.vasquez@lacdc.org
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LEVERAGING PRIVATE SECTOR BUSINESS PRACTICES

Online Dispute Resolution
Consumer Affairs

Productivity Investment Fund
$79,000 Grant

Problem:  The Dispute Resolution Program has gone through an over 200% 
expansion in the last two years.  The increase in mediation cases calls for a need to 
enhance service by identifying ways to streamline the process.

Solution:  Create an online mediation platform.  This allows mediation sessions to 
be conducted entirely online.  Parties participate by virtual chat, blind bidding, or 
video conference.  Mediations take place across time zones and parties can submit 
offers to settle from any location at any hour of the day.

Results:  Online Dispute Resolution enhances service and overall accessibility to 
consumers.  It eliminates the need to hire additional staff to handle the influx of 
cases by helping existing mediators to manage their caseload more efficiently.

Caroline Torosis
Program Manager
(213) 893-2206
ctorosis@dca.lacounty.gov

Kirk Shelton
Productivity Manager
(213) 974-4615
KShelton@dca.lacounty.gov

Continuing Medical 
Education Programs
Coroner

Department Visit 
April 3, 2014

Problem:  The department must be accredited by various agencies to obtain valid 
accreditation and certification for their continuing programs.

Solution:  The Coroner's accredited programs include the Continuing Medical 
Education Program, the Graduate Medical Education program, and the Peace 
Officers Standards and Training program.  In addition, the Forensic lab is also 
accredited.

Results:  The department and its programs are a model for Coroners/Medical 
Examiners in Counties across the country.

Sarah Ahonima
Productivity Manager
(323) 343-0784
sahonima@coroner.lacounty.gov 
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LEVERAGING PRIVATE SECTOR BUSINESS PRACTICES

Citizen Engagement
Fire

Department Visit 
August 7, 2014

Problem:  Citizen engagement is becoming increasingly important in this age of 
technology.

Solution:  Develop programs that enhance services through citizen engagement.  
Firefighters have trained hundreds of students youth with  the" Family and Friends" 
CPR kits.  Other ongoing training programs include such things as basic disaster 
preparedness skills.  

Results:  Broad based citizen training, engagement and skills have a tremendous 
impact on emergency outcomes.  A little bit of training can be exponential in its 
impact.

Roxanne Benavides-Ortega
Productivity Manager
(323) 881-2327
roxanne.benavides@fire.lacounty.gov

Video Interview Pilot for 
Countywide Examinations
Human Resources 

Productivity Investment Fund
$175,000 Grant

Problem:  Streamlining the recruitment and examination process. Scheduling 
candidates and raters for telephone and in-person interviews is logistically complex 
and time consuming.  

Solution:  Use webcam technology, allowing candidates to answer pre-recorded 
questions by submitting a video recording of their oral responses.  Interview raters 
would review videos and evaluate candidates at their convenience.

Results:  Video interviewing is an efficient and cost-effective way to screen 
candidates and is an effective tool for determining whether a candidate should move 
forward to subsequent exam hurdles in the testing/hiring process.

Ann Havens
Project Manager
(213) 738-2244
ahavens@hr.lacounty.gov

Shawn Atin
Productivity Manager
(213) 974-2631
atins@hr.lacounty.gov
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LEVERAGING PRIVATE SECTOR BUSINESS PRACTICES

District Chief 
Reorganization
Probation

Department Visit
June 5, 20 14

Problem:  Need to identify a managerial strategy to improve accountability, provide 
more responsive and strategic services, and enhance managers' expertise and 
leadership.

Solution: Create and implement the "District Chief" model, assigning a Bureau 
Chief to each of the 5 Supervisorial Districts and cluster the area office and special 
program residents.  

Results:  Better service to the community, enhance staff accountability and 
expedited decision-making.

Daphne Durr
Productivity Manager
(562) 658-0447
daphne.durr@probation.lacounty.gov

Program Evaluation
Probation

Department Visit
June 5, 2014

Problem:  Department must meet specified program requirements and report 
program outcomes.  

Solution: Contract with the Rand Corporation to conduct program evaluation, 
gathering information on program youth (both at-risk and Probation youth) and a 
comparison group to measure success and outcomes.

Results:  Measured outcomes show a decrease in arrests, incarcerations, 
violations and an increase in successful completion of probation and community 
service.

Daphne Durr
Productivity Manager
(562) 658-0447
daphne.durr@probation.lacounty.gov
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Taking Care of CARE
Public Defender

Productivity Investment Fund
$250,000 Grant

Problem:  The Client Assessment Recommendation Evaluation (CARE) project 
provides early identification and treatment for youth who show evidence of mental 
health (or related) problems.  It has been partially funded by a Federal Block Grant, 
but the funding levels are diminishing and in danger of being eliminated.

Solution:  Conduct a formal evaluation of CARE to document the efficacy of the 
program which emphasizes a holistic approach to legal representation for this 
vulnerable population.  The empirical evidence will support and help sustain funding 
for the program.

Results:  The evaluation will analyze program outcomes and resources used to 
serve these children. The empirical evidence will be used to support future funding 
requests.

Winston A. Peters
Program Manager
(213) 974-2901
w.peters@pubdef.lacounty.gov

Joanne Rotstein
Productivity Manager
(213) 974-3036
jrotstein@pubdef.lacounty.gov

Improving Systems-Wide 
Asthma Management 
Practices
Public Health

Productivity Investment Fund 
$150,000 Grant

Problem:   The number of people with asthma in LA County is increasing, but 
funding for asthma work in California has decreased by almost 50%.  Compared to 
the County overall, the Antelope Valley has the highest asthma rates among  
children and the second highest among adults. 

Solution:  Partner with the Asthma Coalition of Los Angeles County and American 
Lung Association to pilot an asthma management training program in the Antelope 
Valley.

Results:  The impact of the training program will be evaluated, measuring 
increased clinician knowledge, increased use of controller medications and written 
Asthma Action Plans, as well as the percent of clinicians who passed the National 
Asthma Educator Certification Board exam.

Janet Scully
Program Manager
(213) 639-6414
jscully@ph.lacounty.gov

Catherine Mak
Productivity Manager
(213) 989-7240
cmak@ph.lacounty.gov
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LEVERAGING PRIVATE SECTOR BUSINESS PRACTICES

Water Pressure Reducing 
Turbine System for 
Electricity Generation
Public Works

Productivity Investment Fund 
$364,995 Grant and 
$364,995 Loan

Problem:  The traditional design of water distribution facilities presents an untapped 
opportunity to generate electricity to offset costs.

Solution:  Design and install a 248 kilowatt Pressure Reducing Turbine at a water 
distribution facility. The project transfers high water pressure into kinetic energy to 
turn a turbine rather than generate unrecoverable heat.  A web-based monitoring 
system will be developed, allowing analysis of historical and live hydropower 
electricity generation data.

Results:  The electricity generated significantly offsets energy costs associated with 
operating the facility. Staff will gain the skills and experience to apply the technology 
in other locations throughout the County.

Ahmet Tatlilioglu
Program Manager
(626) 300-3354
atatliloglu@dpw.lacounty.gov

Bob Spencer
Productivity Manager
(626) 458-4070
bspencer@dpw.lacounty.gov

Page 16



Chief Executive Office
Quality and Productivity Commission

Shared Practices 2015

PROJECT and
DEPARTMENT PROJECT DESCRIPTION CONTACT

Participating in the Mental 
Health Alternatives 
Program
Alternate Public Defender

Department Visit
May 21, 2014

Problem:  Many mentally ill persons are charged with minor crimes, channeling 
them through the criminal justice system rather than linking them with mental health 
services. 

Solution: Collaborate with the District Attorney, justice partners and other 
organizations in their efforts to find suitable treatment as alternatives to jail for 
persons with mental illness who are charged with minor crimes.

Results:  Intervention and treatment for the mentally ill will improve their quality of 
life, reduce petty criminal activity and relieve congestion in the courts.

Gary Baucum
Productivity Manager
(213) 974-8226
gbaucum@apd.lacounty.gov 

Veterans Housing 
Development
Community Development 
Commission/Housing 
Authority

Department Visit
April 10, 2014

Problem:  Many veterans returning to the U.S. after their discharge face difficult 
challenges, including finding employment and adequate housing.  The number of 
chronically homeless veterans is increasing and housing them is challenging.

Solution:  Partner with public and private agencies such as Mercy Housing, City of 
El Monte and the U.S. Department of Veterans Affairs, to construct housing 
developments specifically for the homeless veteran population.

Results:   The partnership resulted in the first veteran's housing development in the 
San Gabriel Valley.  In addition, the Housing Authority provided Project Based 
Veterans Affairs Supportive Housing vouchers.

Elisa Vasquez
Productivity Manager
(626) 586-1762 elisa.vasquez@lacdc.org

COLLABORATING WITH OTHERS TO DELIVER IMPROVED SERVICES
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COLLABORATING WITH OTHERS TO DELIVER IMPROVED SERVICES

Indigent Veteran Burial 
Program
Coroner

Department Visit 
April 3, 2014

Problem:  Many homeless veterans pass away without family to provide a proper 
burial.  

Solution:  Partner with the Veteran's Administration to determine a veteran's 
eligibility for burial.  Once established, the department handles all the details for a 
proper and honorable internment.

Results:  Those veterans who have risked their lives for us in the past will receive 
the honor and respect they deserve in death.

Sarah Ahonima
Productivity Manager
(323) 343-0784
sahonima@coroner.lacounty.gov 

Countywide Task Force for 
Alternative Sentencing
District Attorney

Department Visit
May 19, 2014

Problem:  It is increasingly necessary to address jail overcrowding while 
maintaining public safety and saving taxpayer dollars. 

Solution:  Create a Countywide Task Force to develop and expand alternative 
sentencing and diversion strategies and court programs for non-violent and mentally 
ill offenders.

Results:  These programs link non-violent offenders with needed services, training 
and rehabilitation.  Treatment and intervention saves taxpayer dollars.  It also 
relieves jail overcrowding and ensures that the limited space is available for serious 
and violent criminals.

Priscilla Cruz
Productivity Manager
(213) 202-7621
pcruz@da.lacounty.gov
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COLLABORATING WITH OTHERS TO DELIVER IMPROVED SERVICES

MVA Leadership and Team 
Development
Military and Veterans' Affairs

Productivity Investment Fund 
$14,500 Grant

Problem:  Periodic review and assessment is essential to continuous quality 
improvement.  The Department seeks ways to identify opportunities and implement 
solutions.

Solution:  Implement a leadership and team development initiative, consisting of 
workshops plus executive coaching and consulting with a County master agreement 
consultant.  The initiative will complete a cultural assessment, pinpointing the 
department's capabilities and constraints and identify opportunities. 

Results:  The process with strengthen department and personal excellence.  The 
project will optimize operational effectiveness, enhance service delivery, and 
strengthen fiscal responsibility through team development and strategic planning.

Karla Gutierrez
Program Manager
(213) 765-9634
kgutierrez@mva.lacounty.gov

Rose Bueta
Productivity Manager
(213) 765-9631
rbueta@mva.lacounty.gov

Partnering for a "One Stop 
Service Center"
Military and Veterans' Affairs

Department Visit
March 27, 2014

Problem:  Veterans today face a wide range of issues, including job training, 
housing, health and mental health care, legal counsel, and more.   

Solution:  Partnering with both external agencies, and internal agencies to connect 
veterans with specialized care as needed.  

Results:   Thanks to these partnerships, veterans are quickly linked to agencies 
which specialize in the unique needs of each individual.  These partnerships make 
Military and Veterans' Affairs a "One Stop Service Center" for County veterans.

Rose Bueta
Program Manager
(213) 765-9631
rbueta@mva.lacounty.gov

Karla Gutierrez
Productivity Manager
(213) 765-9634
kgutierrez@mva.lacounty.gov
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COLLABORATING WITH OTHERS TO DELIVER IMPROVED SERVICES

Parks after Dark
Parks and Recreation

Department Visit
July 30, 2014

Problem:  The County implemented the Gang Violence Reduction Initiative in 2010.  
As part of the initiative, programs were needed to incorporate prevention, reentry 
and suppression strategies.

Solution:  Parks After Dark (PAD), is a partnership with Pubic Health, Sheriff and 
many County and community agencies.  PAD offers extended park hours and 
special activities in locations impacted by gang-related violence. Parks are kept 
open on summer weekends to provide free recreational opportunities, health 
outreach, and social services.  

Results:  Sheriff's Department statistics show a reduction of crime in PAD areas.  
PAD enhances public safety while providing recreational and other services to the 
residents.

Elizabeth Mendez
Productivity Manager
(213) 738-3040
lmendez@parks.lacounty.gov

Annual Public Health Expo: 
Prevention Starts with You
Public Health with Human 
Resources, Animal Care and 
Control, Parks and 
Recreation, Children and 
Family Services, Internal 
Service and Public Social 
Services

PQA Best Teamwork Award

View Video

Problem:  County employees face the same health issues as the general 
population.  With rising rates in obesity and chronic illnesses, we need to help 
reverse this trend by encouraging employees to be more active and make healthier 
choices.

Solution: Stage a Health Expo targeted to LA County employees, in collaboration 
with other departments and community partners, to provide information on how to 
be more active and make healthier choices.

Results:  The Expo provided direct access to care along with information and 
resources on topics such as emergency preparedness, nutrition, smoke-cessation, 
housing, Cal Fresh, and more.  It also provided the opportunity to connect with 
healthcare providers.

Phyllis Tan
Program Manager
(213) 989-7150
ptan@ph.lacounty.gov

Catherine Mak
Productivity Manager
(213) 989-7240
cmak@ph.lacounty.gov
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Ahead of the Curve with 
Critical Case Processing
Animal Care and Control

PQA Bronze Eagle Award

View Video

Problem:  In 2011 there was a surge in the reported number of aggressive dog 
cases.  The requirement to process these cases through the courts was time 
consuming, making it difficult for field officers to balance their ongoing 
responsibilities with time required for the aggressive dog court cases.

Solution:  Pursue an ordinance change allowing aggressive dog cases to be 
handled administratively rather than the court system. Create the Critical Case 
Processing Unit, a team of seasoned field officers dedicated to investigation and 
resolution of dangerous dog cases.

Results:  Quicker resolution of cases, significant cost savings and safer 
communities.  In addition, it reduced the caseload of the overburdened court 
system.

John Embery
Program Manager
(562) 256-1636
jembery@animalcare.lacounty.gov

Dorthy Phillips
Productivity Manager
(562) 256-13799
dphillips@animalcare.lacounty.gov

The Children's Welcome 
Center
Children and Family Services 
with Health Services, Mental 
Health, and Public Health

PQA Top Ten Award

PQA Best Service Improvement 
Award

View Video

Problem:   Since the closure of MacLaren Children's Center, children taken into 
protective custody have had to await placement in regional offices or command 
posts afterhours and on weekends.  Often, they waited in offices, ate fast food, and 
had minimal ability to rest or bathe.

Solution:  Children's Welcome Center was created to serve children from birth to 
11 while they wait for a suitable placement.  They receive medical screenings, warm 
meals, opportunity to bathe, rest, and access to child appropriate activities.  Sibling 
sets and teen parents with infants can await placement without separation.

Results:  The program greatly enhances the quality of care. The children have a 
warm and nurturing place to wait, making the transition out of the home less 
traumatic.

Maricruz Trevino
Program Manager
(323) 226-2303
trevim@dcfs.lacounty.gov

Tricia Densen
Productivity Manager
(213) 739-6435
densot@dcfs.lacounty.gov

NEW WAYS TO DELIVER SERVICE
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NEW WAYS TO DELIVER SERVICE

The Growing Experience 
Aquaponics and Vertical 
Towers Food Production 
System
Community Development 
Commission/Housing 
Authority

Productivity Investment Fund
$51,270 Grant

Problem: Demand is greater than supply for high-quality produce grown at The 
Growing Experience garden at the Carmelitos Housing Community in Long Beach.  
The garden is currently at maximum capacity to grow food using traditional 
methods.

Solution:  Aquaponics, the science of growing edible crops along with raising edible 
species of fish in a semi-closed system. Aquaponic towers, housed in a 
greenhouse, maximize space by using vertical space.  This new garden program 
incorporates training and education for the low income residents and community.

Results:   Benefits include increased access to healthy foods, training and 
education for residents, creation of a new revenue stream, and overall service 
enhancement.  Aquaponics is a model of environmental sustainability.

Jimmy Ng
Program Manager
(562) 984-2917
jimmy.ng@hacola.org

Elisa Vasquez
Productivity Manager
(626) 586-1899
elisa.vasquez@lacdc.org

Pathways to Independence
Community Development 
Commission/Housing 
Authority

PQA Top Ten Award

View Video

Problem:  Each year, approximately 1,800 youth emancipate from foster care in the 
Los Angeles County.  This vulnerable population has lower high school graduation 
rates, face homelessness and housing instability, and has a higher rate of 
imprisonment.

Solution: Partnering with the United Friends of Children to provide quality housing 
and intensive support services in a program model that requires increasing levels of 
personal responsibility and initiative.  The program assists graduates sustain their 
independence through their alumni services, including advocacy, career and 
educational counseling.  

Results:   Pathways' success in moving participants to self-sufficiency is reflected in 
the fact that 78% of the former program participants are in permanent housing and 
61% are employed.

Lynn Katano
Program Manager
(626) 586-1806
lynn.katano@lacdc.org

Elisa Vasquez
Productivity Manager
(626) 586-1762 elisa.vasquez@lacdc.org
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NEW WAYS TO DELIVER SERVICE

Redesign of the Workforce 
Investment Act Program 
and Service Delivery 
System
Community and Senior 
Services

Department Visit
March 5, 2014

Problem:  Changing guidelines required a paradigm shift in the way the Workforce 
Investment Act  (WIA) Program was implemented.

Solution:  Coordinate with the Board of Supervisors, Workforce Investment Board 
and partner agencies to redesign the program to meet new requirements and 
implement best practices.

Results:   Implementation of the WIA redesign in advance of the deadline.  
Collaboration with all stakeholders and careful planning helps ensure a smooth 
transition and better program outcomes.

Josie Marquez
Assistant Director
(213) 738-3175
jmarquez@css.lacounty.gov

Maggie Mireles
Program Manager
(213) 738-2198
mmireles@css.lacounty.gov

"Earn and Learn" Youth 
Employment Program
Community and Senior 
Services

Department Visit
March 5, 2014

Problem:  Preparing youth for future employment requires both training, actual work 
experience and, often, counseling.

Solution:  Partner with the Board of Supervisors and private partners to develop an 
"Earn and Learn" program.  This program provides youths with an opportunity to 
earn an income, gain real work experience and receive "Personal Growth" training.

Results:  Youths gain valuable personal and employment skills as they prepare to 
enter the workforce.

Josie Marquez
Assistant Director
(213) 738-3175
jmarquez@css.lacounty.gov

Maritza-Dubie-Uribe
Program Manager
(213) 351-1970
mdubieuribe@css.lacounty.gov
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Women's Veteran's 
Committee
Military and Veterans' Affairs

Department Visit
March 27, 2014

Problem:  The fastest growing veteran population is women and women with 
children.  Veterans' organizations need to recognize the specific needs of this new 
population.

Solution:  Form a Women Veterans Committee to work closely with agencies 
serving this population to address their unique needs.  The Women Veterans 
Committee held the first annual event in 2014.

Results:   The Committee provides a forum for ideas, collaboration, services and 
events.  It identifies issues and solutions specific to the needs of female veterans.

Rose Bueta
Program Manager
(213) 765-9631
rbueta@mva.lacounty.gov

Karla Gutierrez
Productivity Manager
(213) 765-9634
kgutierrez@mva.lacounty.gov

Collaborative Treatment 
Court Programs
Public Defender

Department Visit
July 23, 2014

Problem:  Seeking alternatives to incarceration for those charged with non-violent 
crimes.

Solution: Participating in a number of collaborative treatment court programs for 
those ready to address their substance abuse and mental health issues.  These 
programs divert qualifying individuals out of jails and into treatment. 

Results:  These collaborative treatment court programs are critical to the operation 
of the criminal justice system by providing alternatives to incarceration.  They result 
in better outcomes for individuals who are charged with non-violent crimes.

Joanne Rotstein
Productivity Manager
(213) 974-3036
jrotstein@pubdef.lacounty.gov
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Continuous Quality 
Improvement
Public Health

Department Visit
July 24, 2014

Problem:  Improving processes and carrying out change. (Embracing Quality in 
Local Public Health, Michigan's QI Guidebook)

Solution:  Adopt a Plan-Do-Study-Act (PDSA), an iterative four-stage problem-
solving model.  PDSA stems from the scientific method of hypothesize, experiment, 
evaluate. Once a hypothesis is supported or negated, executing the cycle again will 
extend what was learned.

Results:  PDSA provides a structure and process for continuous quality 
improvement.

Jeffrey Gunzenhauser
Program Manager
(213) 989-7236
jgunzenhauser@ph.lacounty.gov

Catherine Mak
Productivity Manager
(213) 989-7240
cmak@ph.lacounty.gov

Mobile Food Vehicle 
Grading System
Public Health

Department Visit
July 24, 2014

Problem:  Expanding the Environmental Health's food grading system to mobile 
food vehicles.

Solution:  During implementation, the Department worked with key stakeholders to 
address important issues, including restroom availability, food service within the 
motion picture and television production industries, and disclosure of route 
information.  The collaborations have been substantial and successful in resolving 
these issues.

Results:  This grading system informs consumers of the mobile restaurant’s 
standing from the Department’s point of view, but still allows the consumers to make 
his/her own choices to patronize the business.  

Angelo Bellomo
Program Manager
(626) 430-5100
abellomo@ph.laocunty.gov

Catherine Mak
Productivity Manager
(213) 989-7240
cmak@ph.lacounty.gov
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Teen Advisory Boards: 
Building Community 
Leaders
Public Library

PQA Top Ten Award

View Video

Problem:  Teens need to create certain skill sets to succeed (collaboration, social 
competence and communication). Schools often do not have the resources to keep 
up with these needed skill sets. Getting teens interested, engaged and involved with 
the community can be challenging. 

Solution: Teen Advisory Boards (TAB), involving the teens themselves, results in 
regular attendance and interactions, allowing staff to build stronger relationships and 
guide them. TAB includes training for librarians on teen development, milestones 
and relationship-building.  Library staff meet and plan regularly, tailoring teen 
programs to the communities.  

Results:   TAB provides a neutral safe place for adolescents to grow intellectually, 
emotionally and socially.  It creates a socially positive experience, allowing teens to 
participate in civic engagement, gain confidence and communication skills. 

Debbie Anderson
Program Manager
(562) 940-8522
danderson@library.lacounty.gov

Yolanda de Ramus
Productivity Manager
(562) 940-8412
yderamus@library.lacounty.gov

Addressing the "Digital 
Divide"
Public Library

Department Visit:
January 30, 2014

Problem:  The proliferation of electronic media has created a "digital divide" with 
some communities having easy access to technology and other communities with 
little or no access.  In addition, a 2013 Pew Research report reveals a digital divide 
by age group.

Solution:  Continue to retool service delivery infrastructure to include electronic 
devices and access to information from these technologies for all library users. 
Applications include specific profiles serving children, teens and adults. The wide 
spectrum of services include homework help, e-reading, access to premium 
research databases, newspapers, magazines and more.

Results:   The Library is addressing the "digital divide" in the community by 
providing access to a wide variety of electronic media and applications tailored to 
each age group.

Migell Acosta
Program Manager
(562) 940-8418
macosta@library.gov

Yolanda De Ramus
Productivity Manager
(562) 940-8412
yderamus@library.lacounty.gov
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Enhancing Service by 
Redefining Physical Space
Public Library

Department Visit:
January 30, 2014

Problem:   As the Library evolves from the traditional model to a thriving community 
center offering a wide variety of services, Library visitors are using the space 
differently.

Solution:  Redefine physical space to reflect how visitors actually use space.  
Create comfortable seating and special areas for children and teens.  Make desk 
areas more efficient and increase seating for those who use the free wireless or just 
want to sit and read.

Results:   The Library is an essential portal for many activities and pursuits, 
including education, training and life-long learning. By continually adapting services, 
infrastructure and physical space to meet the needs of the visitors, the Library 
remains a strong central part of the community. 

Debbie Anderson
Program Manager
(562) 940-8522
danderson@library.lacounty.gov

Yolanda De Ramus
Productivity Manager
(562) 940-8412
yderamus@library.lacounty.gov
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Elder Financial Abuse 
Outreach Campaign
District Attorney 

PQA Top Ten Award

PQA Plain Language Award

View Video

Problem:  Seniors who have worked hard and saved for retirement hold 70% of the 
nation's wealth.  Criminals prey on elders whose physical and/or cognitive abilities 
may be on the decline.  

Solution:  Launching the Elder Financial Abuse Outreach Campaign to combat this 
growing problem.  The District Attorney trains prosecutors, law enforcement officers, 
and others to identify  financial  abuse.  Partnering with the Rotary Club, they are 
reaching out to seniors by providing speakers, brochures and a public service 
announcement.

Results:  The ultimate goal of the program is to give seniors the knowledge they 
need to protect themselves from becoming victims of criminal financial elder abuse.

Belle Chen
Program Manager
(213) 580-3383
bchen@da.lacounty.gov

Priscilla Cruz
Productivity Manager
(213) 202-7621
pcruz@da.lacounty.gov

Rededication of Patriotic 
Hall and Curator Project
Military and Veterans' Affairs

Department Visit 
March 27, 2014

Video:
Bob Hope Patriotic Hall 
Rededication Video

Problem:  Patriotic Hall has been a landmark and resource for veterans since 1926. 
The building was in need of upgrading and repair.  In addition, tracking and 
preserving the many historical artifacts donated over the years by veterans was 
becoming  difficult.

Solution: Working with the Board of Supervisors, the building and office space was 
renovated.  The department simultaneously launched a "curator initiative" to 
catalogue and preserve important artifacts for future generations. 

Results:  Patriotic Hall was rededicated in 2014.  The beautifully restored Hall has 
improved efficiency of operations.  Artifacts are in the process of being preserved 
and displayed.  Veterans can be proud of this historical Los Angeles landmark.

Rose Bueta
Program Manager
(213) 765-9631
rbueta@mva.lacounty.gov

Karla Gutierrez
Productivity Manager
(213) 765-9634
kgutierrez@mva.lacounty.gov

TELLING OUR STORY
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Preserving Yesterday for 
Today
Parks and Recreation

PQA Commissioners' Memorial 
Award

View Video

Problem:  The Department of Parks and Recreation has 174 park facilities through 
the County.  Tracking and organizing the sizable collection of valuable historic and 
cultural assets is challenging.

Solution: Create an Associate Curator position to maintain inventory of historic and 
cultural resources in the Department's possession, and organize them in a web-
based database.

Results:  The database is a key component in securing educational resources and 
protecting it for future generations.  It serves as a resource for researchers, helps 
ensure compliance with regulations for historic preservation, and efficiently tracks 
display and artifact loan agreements.

Ansley Davies
Program Manager
(213) 739-7340
adavies@parks.lacounty.gov

Elizabeth Mendez
Productivity Manager
(213) 738-3040
lmendez@parks.lacounty.gov

Public Defender Portal
Public Defender

Department Visit
July 23, 2014

Problem:  The need to enhance internal communications.  Effective communication 
is essential to the success of any organization.

Solution: The Public Defender Portal.  The Portal immediately disseminates 
information to staff and functions as an electronic bulletin board with headlines and 
announcements.  It features messages "From the Corner Office" which publishes 
messages from the Department Head.  Personal site visits and general meetings 
reinforce electronic communication.

Results:  The Public Defender Portal facilitates quick and easy communication on a 
daily basis. The information provides a better understanding of the department and 
its mission and operations.

Joanne Rotstein
Productivity Manager
(213) 974-3036
jrotstein@pubdef.lacounty.gov
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Public Health Practice - 
What Works
Public Health
Jonathan E. Fielding
Steven M. Teutsch

PQA Personal Best Award

View Video

Problem:  How does the most populous County in the country fulfill its mission to 
protect health, prevent disease, and promote health and well-being for all residents, 
and share lessons learned with other local health jurisdictions?

Solution:  Publish a book on public policies and strategies which have been 
validated by scientific data. Include stories of practical successes and challenges 
and journal articles by DPH staff on the daily best practices of public health delivery.

Results:  The gook enhances the County reputation as one of the most forward-
thinking and action-oriented local health department in the nation.  The platform 
demonstrates the importance of sound policies and strategies and the importance of 
funding for such programs.

Stephanie Caldwell
Program Manager
(213) 240-8036
sncaldwell@ph.lacounty.gov

Catherine Mak
Productivity Manager
(213) 989-7240
cmak@ph.lacounty.gov

Media Kit
Registrar-Recorder/County 
Clerk 

Department Visit
August 14, 2014

Problem:  Designing an effective way to provide a vast amount of key election 
information to constituents, media outlets, and communities.

Solution:  A redesign of the media kit to include visual data in the form of 
infographics, graphic visual representations of information, data or knowledge 
intended to present complex information quickly and clearly. Infographics help put 
data and statistics in a visually pleasing and easily understood form and 
simultaneously cuts the media kit report size in half.

Results:  The redesign of the media kit is part of the Department’s broad-based 
voter information and engagement efforts to make election information more 
accessible and to increase participation in the democratic process.

Ann Smith
Productivity Manager
(562) 462-2665
asmith@rrcc.lacounty.gov

Margaret Palacios
Productivity Manager (Alt)
(562) 462-2823
mpalacios@rrcc.lacounty.gov
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Exotic Pest Detection 
Program/GIS Map 
Conversion
Agricultural 
Commissioner/Weights and 
Measures

(Department Visit 
August 12, 2013)

(Productivity Investment 
Fund Project $250,000 
grant)

Problem:   ACWM plays a critical role in protecting California's agricultural industry 
and environment.   The pest detection program, using handwritten records, was 
antiquated.  In addition, ACWM needed to conform to the new State standardized 
mapping system and protocols.

Solution: Convert data for 220, 000 sites and over 770,000 trees to digital format, 
geo-code the information using Arc-GIS software, create electronic maps with 
several visual layers, including: street, parcel, satellite, State grid, and fruit tree 
layers.  

Results:  In addition to compliance with State protocols, the new system will 
facilitate review and revision of trap routes, create a database of residential property 
with fruit trees, facilitate querying of sites, and provide flexibility to add or delete as 
needed. 

Max Regis
Program Manager
(626) 459-8893
mregis@acwm.lacounty.gov

Alycia Araya
Productivity Manager
(626) 575-5454
aaraya@acwm.lacounty.gov

Mileage Authorization and 
Reimbursement System 
(MARS)
Auditor-Controller with 
Internal Services

(Department Visit
July 31, 2013)

Problem:   The historically paper-based mileage claiming and approval process 
was time consuming for the employees, approvers, and payroll staff.  

Solution:  A web-based solution, providing employees with an easy, efficient, and 
convenient way to claim reimbursement for mileage and parking online.

Results:  The automated system provides a more efficient claim processing, 
enhances productivity, provides measurable results, promotes service excellence 
and environmentally responsible practices.

Dulce Maycumber
Productivity Manager
(213) 974-0354
dmaycumber@auditor.lacounty.gov
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Advanced Telephone 
System for Improved 
Customer Service
Consumer Affairs

(Productivity Investment 
Fund Proposal - $32,500 
grant)

Problem: The Department receives over 300,000 hotline calls a year. The current 
telephone system provides recorded information and routes calls to a counselor as 
needed.  The system is beginning to break down, impacting the ability to provide 
exceptional customer service.

Solution:  Working with Tele-Works, they developed plans for a new user friendly 
system.  The new systems provides a variety of enhancements to improve the 
caller's experience.  

Results:  Enhanced customer service, flexibility to change recorded messages, 
increase in caller satisfaction and better service.  It also reduces administrative staff 
workload, enabling them to focus on priority issues.

Kirk Shelton, DCA
Productivity Manager/Program 
Manager
(213) 974-4615
kshelton@dca.lacounty.gov

eComplaints - Online 
Intake and Case 
Management
Consumer Affairs with 
Internal Services 

(PQA Silver Eagle Award)

View Video

Problem:   The existing five legacy database systems managing complaints, 
mediations, and referrals were aging and unreliable. They produced inconsistent 
reports, and required hard copy files.

Solution:  Consumer Affairs teamed up with ISD programmers to develop a new 
online consumer complaint intake and case management system that replaced all 
five legacy databases with a single integrated system.  It included an online 
submission feature, allowing the public to quickly and easily submit questions, 
complaints and requests.

Results:  Reduction in processing time for complaints, the average time to close a 
case, and the number of aging cases.  It also led to increases in the number of 
successful mediations.

Kirk Shelton, DCA
Productivity Manager/Program 
Manager
(213) 974-4615
kshelton@dca.lacounty.gov

http://ceo.lacounty.gov/videos/QPC Awards 2013/eComplaints - Online Intake and Case Management_WMV_1200Kbps_480p.wmv
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DCFS Data Dashboard of 
Performance Measurement
Children and Family Services 
with Internal Services

(PQA - Performance 
Measurement Award)

View Video

Problem:  DCFS measures performance by three key areas: Child Safety, 
Permanence, and Child and Family Well-Being.  Measurement is difficult because 
the workload is large, complex and multifaceted. 

Solution: The Performance Management Data Dashboard and associated Stat 
process provides updates on key performance indicators, which enables 
performance management, staff accountability, and creative problem solving. 

Results: The data-rich dashboard and Stat process have shown tangible benefits. 
Overall performance is improving and areas needing focus are clearly defined.  

Cecilia Cusstodio
Program Manager
(562) 345-6607
ccustodio@dcfs.lacounty.gov

Tricia Denson 
Productivity Manager
(213) 739-6345
densot@dcfs.lacounty.gov

Policy Redesign Web-
based Manual
Children and Family Services 
with Internal Services

(Productivity Investment 
Fund - $99,185 grant )

Problem:  The policy website was cumbersome and difficult to navigate.  The 
search engine was restrictive and mobile usage was difficult to use and read.

Solution: Construct a web-based Policy Manual with an intuitive menu and 
navigation, improved search function, pop-up technology for definitions and practice 
guidance. Information designed to be accessible via mobile devices.

Results:  The web-based Manual will provide real-time access to regulatory guided 
direction and increase proper response, increase productivity, and decrease 
exposure to liability.

Karen L. Hanna
Program Manager
(562) 345-6638
hannak@dcfs.lacounty.gov

Tricia Denson 
Productivity Manager
(213) 739-6345
densot@dcfs.lacounty.gov

http://ceo.lacounty.gov/videos/QPC Awards 2013/Performance Measurement Award_WMV_1200Kbps_480p.wmv
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Migration of Matter 
Management to T360
County Counsel

(Department Visit
March 27, 2013 )

Problem:  The Current Case Management System, RMIS, was developed over 10 
years ago using an outdated technology. It lacks flexibility, has limited reporting 
capabilities and is expensive to update and maintain. 

Solution: Replace the current system with a new matter management system that 
is configurable by the county’s system administrators and offers increased 
functionality, integration with our electronic invoice billing system and robust 
reporting capabilities. The system will be used by County Counsel, the Chief 
Executive Office, the Board of Supervisors, and the Sheriff's Department to 
accurately track and report claims, lawsuits and advice matters. 

Results:  The new T360 system utilizes up-to-date technology to provide a 
configurable, secure, and effective matter management system with increased 
reporting functionality. The system will improve how we track and report claims and 
lawsuits while increasing stability and security at a significantly lower cost than the 
current RMIS system. 

Brett Palmer
Project Manager
(213) 974-7506
bpalmer@counsel.lacounty.gov

Marva Blakely
Productivity Manager
(213) 974-1962
mblakely@counsel.lacounty.gov

Evaluation of LAC+USC 
Medical Center Street to 
Home Project
Health Services/LAC+USC 
Medical Center

(Productivity Investment 
Fund Proposal - $150,000 
grant)

Problem:  The "Street to Home" project was established to assist chronically 
homeless persons with multiple co-occurring physical, mental, and substance use 
conditions that live on or near the LAC+USC campus.  The project addresses the 
"triple aims" for improving the patient experience of care, improving the health of 
populations, and reducing the per capita cost of health care. 

Solution: Conduct a focused evaluation of the project which will quantify whether 
and to what degree this project provides the necessary care in a more humane and 
cost efficient manner. 

Results:  Results of the study will be used to ensure continuing quality and quality 
improvement in health care services.

Cecil Clark
Program Manager
(323) 409-4242
cclark@dhs.lacounty.gov

Gerardo Pinedo
Productivity Manager
(213) 240-7948
gpinedo@dhs.lacounty.gov
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Healthy Way L.A. Program 
Health Services and Mental 
Health

(Department Visit 
DHS January 30, 2013
DMH February 7, 2013)

Problem:  The Medicaid Section 1115 Waiver was adopted largely as a "Bridge to 
Health Care Reform,"  including a mandated component for mental health services.  
Thousands of newly qualified residents would need to transition to Medicaid (Medi-
Cal in California) on January 1, 2014.  The County needed a way to transition these 
applicants. 

Solution: The "Healthy Way LA" program was designed to facilitate a smooth 
transition to the full Medicaid Expansion.

Results:   By focusing efforts on increasing enrollment in this program, the 
Departments are working to ensure a smoother transition.

Gerardo Pinedo
Productivity Manager
Health Services
(213) 240-7948
gpinedo@dhs.lacounty.gov

Kumar Menon
Productivity Manager
Mental Health
(213) 738-4258
kmenon@dmh.lacounty.gov

The Power of Mobility
Human Resources with 
Internal Services

(Productivity and Quality 
Best Application of 
Technology Award)

View Video

Problem:  Market saturation of Internet-connected devices has pushed the demand 
to provide data to consumers anywhere at any time.  

Solution: Create DHR Mobile .  The public can now search and apply for County 
jobs, learn about upcoming positions, get directions and public transport information 
from mobile devices. It does not require download of an "app" from a commercial 
store.

Results:  DHR Mobil e allows for seamless access of career opportunities, 
improved transparency and services.

Jeramy Gray
Program Manager
(213) 974-2302
jgray@hr.lacounty.gov

Shawn Atin
Productivity Manager
(213) 974-2631
atins@hr.lacounty.gov

http://ceo.lacounty.gov/videos/QPC Awards 2013/Best Application of Technology Award_WMV_1200Kbps_480p.wmv
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Executive Leadership 
Development Program
Human Resources

(Productivity Investment 
Fund Grant -  $500,000)

Problem:  Many County Executives will retire in the coming years, leaving a need 
for highly qualified leaders to follow in their footsteps.

Solution:  Create a multi-faceted, blended learning approach to leadership 
development pilot program to identify and train emerging leaders in the County.  It 
will include a 360 degree feedback, specialized assignments, customized curricula 
focusing on strategic goals.

Results:  The full implementation of this pilot program will not only prepare 
Executives for strong, quality leadership in the coming years, it will lay the 
groundwork for continuing leadership development in the County.

Epifanio Peinado
Program Manager
(213) 974-2449
epeinado@hr.lacounty.gov

Shawn Atin
Productivity Manager
(213) 974-2631
atins@hr.lacounty.gov

Promotores de Salud 
Mental 
Mental Health

(Productivity and Quality 
Awards - Commissioners' 
Memorial Award)

View Video

Problem:  Language barriers and a strong stigma against seeking mental health 
treatment resulted in disparities in access to mental health services in the Latino 
community.

Solution: Promotores, known advocates within the Latino community, with 
leadership experience were trained on 10 mental health topics to engage, educate 
and link residents of local communities

Results:  In one year, Promotores were able to deliver over 520 educational 
presentations, reaching more than 4,750 Spanish speaking members of the 
community who would not normally have had access to mental health information 
and services

Ana M. Suarez
Program Manager
(213) 738-3499
asuarez@dmh.lacounty.gov

Kumar Menon
Productivity Manager
(213) 738-4258
kmenon@dmh.lacounty.gov

http://ceo.lacounty.gov/videos/QPC Awards 2013/Commissioners Memorial Award_WMV_1200Kbps_480p.wmv
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Behavioral Health 
Information System
Mental Health

(Department Visit 
February 7, 2013)

Problem:  To support the expanding service delivery associated with improved 
access to insurance coverage and integrated healthcare, a robust behavioral health 
information system was needed.

Solution: Using Mental Health Services Act funds, the department acquired 
software which will provide referral management, client registration, appointments, 
clinical documentation, workflow support, authorization, billing, claiming and 
reporting.  Full implementation is expected by 2015.

Results:   Clients will receive better overall care, and services will be become more 
efficient.

Robert Greenless, Ph.D.
Chief Information Officer
(213) 251-6481
rgreenless@dmh.lacounty.gov

Kumar Menon
Productivity Manager
(213) 738-4258
kmenon@dmh.lacounty.gov

Public Health Trailblazers 
and the Performance 
Improvement Application 
Public Health

(Productivity Investment 
Fund Proposal - $281,500 
grant)

Problem:  Performance-related information using spreadsheets and manual 
processes is inefficient and does not allow analysis or reporting in a timely fashion.

Solution:  Develop a Performance Improvement Application which will: 1) develop 
software that collects and organizes information provided by 29 programs, 191 
population indicators, and 557 performance measures; and 2) develop a Dashboard 
to analyze data and generate reports that highlight areas for performance 
improvement.

Results:  Completion of the Performance Improvement Application will greatly 
improve the ability to analyze, review, and plan improvements, and is critical to 
fulfilling the mission to protect and improve health.

Jeffrey D. Gunzenhauser, MD, MPH
Program Manager
(213) 989-7236
jgunzenhauser@ph.lacounty.gov

Catherine Mak
Productivity Manager
(213) 989-7240
cmak@ph.lacounty.gov
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e-Contract Management 
Encounter Billing System
Public Health

(PQA Gold Eagle)

View Video

Problem:  Lack of standardized billing system across multi-system platforms for 
Substance Abuse Prevention and Control (SAPC) and Community Based 
Organizations (CBOs) service providers.

Solution: The Department's SAPC IT developed the e-Contract Management 
Encounter Billing System.  The system has a HIPAA compliant interoperability 
platform with exchange solutions between SAPC and CBOs, County agencies, and 
State agencies.

Results:  The system provides standardized data collection, real-time claims 
submission, real time invoice generation, automated payment process, online 
warrant verification, as well as providing management tools for utilization and 
forecasting reports, and data essential for compliance and auditing purposes. 

David Hoang
Program Manager
(626) 299-4545
dhoang@ph.lacounty.gov

Catherine Mak
Productivity Manager
(213) 989-7240
cmak@ph.lacounty.gov

California Healthcare 
Eligibility, Enrollment and 
Retention System 
(CalHEERS)
Public Social Services

(Department Visit
November 20, 2013)

Problem:  As a result of Health Care Reform, a California Health Eligibility, 
Enrollment and Retention System (CalHEERS) Customer Service center was 
needed to provide increase services for Medi-Cal eligibility.

Solution: Partner with ISD to expedite procurement of equipment and services and 
expanding staffing to leverage the current Customer Service Center infrastructure to 
interface with CalHEERS.

Results:  Better preparation to service customers seeking coverage through Health 
Care Reform.

Nadia Mirzayans
Productivity Manager
(562) 908-6330
nadiamirzayans@dpss.lacounty.gov

http://ceo.lacounty.gov/videos/QPC Awards 2013/E-contract Management Encounter Billing System_WMV_1200Kbps_480p.wmv
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Your Benefits Now (YBN)
Public Social Services

(Department Visit
November 20, 2013)

Problem:  Expanding avenues of access to DPSS services to incorporate today's 
technological advances and the increased need for public assistance due to the 
economic downturn.

Solution:  Create a self-service website called YourBenefitsNow! (YBN) and a 
Smart Phone App allowing on-line applications for Medi-Cal, CalFresh, and 
CalWORKS.  Participants can access case information from home, a library, or 
other site with computer access. 

Results:  Over 190,000 applications have been submitted through YBN with over 
1.8 million authenticated site visits.

Hayward Gee
Program Manager
(562) 484-7801
HaywardGee@dpss.lacounty.gov

Nadia Mirzayans
Productivity Manager
(562) 908-6330
nadiamirzayans@dpss.lacounty.gov

GIS-NET3
Regional Planning

(Department Visit
September 12, 2013)

Problem:  The Department manages a vast array of land use information to support 
DRP planners using GIS-NET2.  The old system reached a breaking point in 2010.  
Updated technology was needed.

Solution:  Create GIS-NET3, a suite of software applications to facilitate public 
access to planning data, including a simple search tool and can interface with 
complex applications used by assessors, developers and realtors.

Results:  GIS-NET3 provides more data and better features, meeting the needs of 
many different users. It provides 70 different data layers.  GIS-NET3 enhances 
efficiency and customer service.

Nick Franchino
Program Manager
(213) 893-0881
nfranchino@planning.lacounty.gov

Hsiao-Ching Chen
Productivity Manager
(213) 974-6559
hchen@planning.lacounty.gov
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Countywide Warrant 
System (CWS) 
Modernization Project-
Phase I
Sheriff's Department with 
ISAB

(Productivity Investment 
Fund Award - $950,000 
grant)

Problem:  The existing Countywide Warrant System (CWS), which provides 
information on warrants, is used by all law enforcement agencies.  It was built with 
1980s technology and is not suitable for modern web-based applications.

Solution:  Modernize the existing CWS.  Develop a new browser interface for 
officers in the field with better information display, photos for identification purposes, 
and enhanced integration capabilities to incorporate multiple external DOJ/local 
information resources.

Results:  The implementation of Phase I will provide enhanced capabilities and 
reduce ongoing programming costs.  It also mitigates the risk of becoming non-
supportable in the next five years and lays the groundwork for Phases II and III.

John Ruegg, Director
Information Systems Advisory Body
(562) 403-6501
jruegg@ISAB.lacounty.gov

Glen Joe
Sheriff's Department
Productivity Manager
(323) 526-5205
gcjoe@lasd.org

Client and Asset 
Management System
Treasurer and Tax Collector

(Department Visit
April 17, 2013)

Problem:  The 20 year old IT system supporting the Public Administrator Division 
was outdated and inefficient.  

Solution:  CAMS, the Client and Asset Management System, was designed to 
automate millions of records and paper documents associated with the protection, 
care, and management of decedent and conservatee estates.  

Results:  The new application was fully implemented in 2011.  It is utilized by the 
Public Administrator Division of TTC in addition to the Public Guardian Division and 
Clinics of the Departments of Mental Health, the Coroner, Department of Health 
Services and County Counsel.

Sandra Pina Barbee
Productivity Manager
(213) 974-2108
spbarbee@ttc.lacounty.gov
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Succession Planning 
Executive Leadership 
Conference
Auditor-Controller 

(Department Visit
July 31, 2013)

Problem:   Succession planning is a top strategy to help prepare the Department for 
challenges ahead.  Many high level managers will retire within the next five years.

Solution:  Ongoing Executive Leadership Conference to develop knowledge and 
skills for the highest levels of management including the nature of the role, making 
the transition, and determining if the role is right for you.

Results:  Participants gained a better understanding of their individual strengths 
and potential developmental needs to enhance their opportunity for success at the 
next level of leadership.

Dulce Maycumber
Productivity Manager
(213) 974-0354
dmaycumber@auditor.lacounty.gov

Technical Assistance and 
Capacity Building 
Improvement Project
BOS Executive Office/Arts 
Commission

(Productivity Investment 
Fund Proposal - $70,000 
grant)

Problem:  The Arts Commission has provided technical assistance and capacity 
building (TA/CB) services directly to artists, organizations and educators for years.  
These tools give participants the skills to manage their organizations more 
effectively.  This project is designed to improve the TA/CB services.

Solution: Conduct a comprehensive study to assess the full complement of TA/CB 
services provided to identify opportunities to increase the quality and quantity of 
services and increase efficiencies.

Results:  In addition to improving services, this project will produce a tool kit that 
other departments can use to conduct their own studies.

Laura Zucker, Executive Director 
Arts Commission
Program Manager
(213) 202-5858
lzucker@arts.lacounty.gov

Robin Guerrero
Productivity Manager
(213) 893-2543
rguererro@bos.lacounty.gov

LEVERAGING PRIVATE SECTOR BUSINESS PRACTICES
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LEVERAGING PRIVATE SECTOR BUSINESS PRACTICES

Reduction in Healthcare-
Associated Infections
Health Services/Harbor 
UCLA

(PQA Top Ten Award)

View Video

Problem:  Preventing healthcare-associated infections is a national public health 
priority.  In the US, 2 million healthcare-associated infections cause 99,000 deaths 
annually.  

Solution: Establish a multi-disciplinary program to create awareness and action.  
Multifaceted incentives and procedures such as unit-based HAI prevention 
"competitions" were implemented, in addition to face-to-face rounds with the staff, 
hand-washing observations, and centralized progress reporting and feedback.

Results:  The number of predicted healthcare-associated infections was reduced 
dramatically.  Prevention of these infections avoided an estimated $2 million in 
healthcare costs and, more importantly, improved patient safety.

Kenneth Zangwill, M.D.
Program Manager
(310) 781-3623
kzangwill@labiomed.org

Gerardo Pinedo
Productivity Manager
(213) 240-7948
gpinedo@dhs.lacounty.gov

Enhanced Solar Power 
Installation Fees/ 
Procedures -
Mostafa Kashe
Public Works

(PQA Personal Best Award)

View Video

Problem:  As solar power systems increase exponentially, the challenge of 
streamlining the plan review process, educating design professionals, and reducing 
permitting fees increased.

Solution:  Public Works employee, Mostafa Kashe, developed a standard electrical 
guide for the design and review of residential solar panel installations.  This design 
helped Building and Safety's staff expedite the design and review process.  Mr. 
Kashe also assisted in formulating a reasonable fee for permitting costs.

Results:  Mr. Kashe's responsiveness and knowledge played an important role in 
streamlining the plan review phase and reducing fees associated with the permitting 
process.

Mostafa Kashe
Program Manager
(626) 458-6355
mkashe@dpw.lacounty.gov 

Kathy Salama
Alternate Productivity Manager
(626) 458-2118
ksalama@dpw.lacounty.gov

http://ceo.lacounty.gov/videos/QPC Awards 2013/Reduction of Healthcare-Associated Infections_WMV_1200Kbps_480p.wmv
http://ceo.lacounty.gov/videos/QPC Awards 2013/Personal Best Award_WMV_1200Kbps_480p.wmv
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Business Filing and 
Registration/Lean Six 
Sigma Partnership
Registrar Recorder/County 
Clerk

(PQA Productivity 
Enhancement Award)

View Video

Problem:  The Department processes over 154,000 Fictitious Business Name 
Statements annually.  In the past, approximately 55% of the Statements had to be 
returned because of incomplete or inaccurate information, causing delays.

Solution:  Partner with the Department Quality Assurance Section Lean Six Sigma 
to conduct a comprehensive study to identify causes of errors. They revised the 
form with user-friendly plain language and developed a customer contact form for 
direct follow-up when necessary.

Results:  The return rate dropped dramatically.  The processing rate increased from 
45% to 95% a week, reducing the average processing time from two weeks to one 
day.

Monique Blakely
Program Manager
(562) 462-2073
mblakely@rrcc.lacounty.gov

Ann Smith 
Productivity Manager
(562) 462-2665
asmith@rrcc.lacounty.gov

Pitchess Recycling Center
Sheriff's Department

(Productivity Investment 
Fund Award -  $196,500 
loan)

Problem:  The waste stream generated at Pitchess Detention Center was costing 
thousands of dollars in landfill dumping fees.  In addition, Assembly Bill 341 requires 
all commercial operations with more than four cubic yards of waste to recycle.

Solution:  Develop a Recycling Center and identify avenues for waste diversion and 
revenue generation.  The Center will be used to train inmates, providing them with 
certificates of completion.  The hands-on training would include academic lessons in 
weight, volume and environmental science as well as how to use the heavy 
equipment used in the recycling business.  

Results:  Anticipated cost savings include $137,000 in landfill fee reduction and 
$117,000 from revenue.  In addition, inmates would receive job training and 
certificates.  Participating vendors will be required to agree to accept people with 
criminal records.

Glen Dragovich
Program Manager
(323) 526-5191
gdragov@lasd.org

Glen Joe
Productivity Manager
(323) 526-5205
gcjoe@lasd.org

http://ceo.lacounty.gov/videos/QPC Awards 2013/Productivity Enhancement Award_WMV_1200Kbps_480p.wmv
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Reducing Canine 
Euthanasia through 
Partnerships
Animal Care and Control

(PQA Top Ten Award)

View Video

Problem:   Unlike many shelters, LA County shelters cannot refuse any animal.  A 
main challenge is how to control overcrowding and associated problems.

Solution:  Working collaboratively with nonprofit animal welfare organizations to 
share resources, including enhanced medical care, hold community events and 
provide transports to other states where demand for small dogs is high.

Results:  Higher live-release rates and corresponding lower euthanasia rates.  The 
Department' euthanasia rate is far below the national average and is the lowest ever 
recorded since its inception in 1937. 

Janet Yarbrough
Productivity Manager
(562) 256-2410
jyarbrough@animalcare.lacounty.gov

Justin Ong
Alternate Productivity Manager
(562) 256-1364
jong@animalcare.lacounty.gov 

MDR Maintenance 
Dredging and Beach 
Nourishment
Beaches and Harbors

(PQA Mega Million Dollar 
Award)

View Video

Problem:   Severe shoaling blocked Marina del Rey harbor entrances by 50%,  
hindering vessels from safely navigating MDR and threatening the ability of first 
responders to perform their duties.

Solution:  Beaches and Harbors worked closely with the Army Corps of Engineers 
to develop a Maintenance Dredging Project to clear 777,000 cubic yards of 
sediment. Clean sediment was used to replenish beaches, while contaminated 
sediment was safely encapsulated in a Port of Long Beach terminal construction 
project.

Results:  The creative removal and disposal practices provided current and future 
replenishment for local beaches and resulted in a cost savings estimated at $70 
million in hazardous waste disposal fees.

Cesar Espinosa
Program Manager
(310) 305-9579
cespinosa@bh.lacounty.gov

Walter Popoff
Productivity Manager
(310) 305-9579
wpopoff@bh.lacounty.gov

COLLABORATING WITH OTHERS TO DELIVER IMPROVED SERVICES

http://ceo.lacounty.gov/videos/QPC Awards 2013/Reducing Canine Euthanasia through Partnerships_WMV_1200Kbps_480p_WMV_1200Kbps_480p.wmv
http://ceo.lacounty.gov/videos/QPC Awards 2013/Mega Million Dollar Award_WMV_1200Kbps_480p.wmv
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Arts for All Residency 
Program
BOS Executive Office/Arts 
Commission

(Productivity Investment 
Fund Proposal - $35,000 
grant)

Problem:  The Arts Commission partners with Los Angeles County school districts 
to help make the arts core in public education. One strategy for deepening the 
quality of arts instruction provided in schools is to place professional artists directly 
in classrooms.

Solution: Arts for All, the countywide arts education initiative staffed by the Arts 
Commission, makes matching grants available to school districts interested in 
implementing artist in residence programs. School districts select teaching artists to 
work directly with students during the school day. In addition, teachers receive 
professional development to increase their capacity to provide ongoing arts 
instruction to students.

Results:  The matching requirement leverages the districts’ investment in the 
program, as well as the PIF investment, and institutionalizes the program.

Denise Grande
Program Manager
(213) 202-3983
dgrande@arts.lacounty.gov

Robin Guerrero
Productivity Manager
(213) 893-2543
rguererro@bos.lacounty.gov

Foster Youth Identify Theft 
Program
Consumer Affairs with 
Children and Family 
Services, Community and 
Senior Services, and 
Probation

(Department Visits 
DCA- May 1, 2013
DCFS - April 25, 2013)

Problem: Transition-age foster children are often targets for credit fraud, resulting in 
poor credit ratings upon emancipation.

Solution: Partnering with Children and Family Services, Probation, public agencies, 
and credit reporting agencies to identify and correct fraudulent credit histories of 
these foster youth.

Results:  Improved outcomes for foster youth. Of minors who were found to have 
credit histories, all have been successfully remediated. A clean Credit Score can 
have a dramatic impact on successful transition out of foster care.

Kirk Shelton, DCA
Productivity Manager
(213) 974-4615
kshelton@dca.lacounty.gov

Tricia Denson, DCFS
Productivity Manager
(213) 739-6435
densot@dcfs.lacounty.gov
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Prevention and Early 
Intervention Veteran 
System Navigator
Military and Veterans' Affairs 
with Mental Health 

(PQA Bronze Eagle Award)

View Video

Problem:  Many veterans returning from Iraq and Afghanistan are having difficulty 
with re-integration.  These veterans, who often exhibit symptom of Post-Traumatic 
Stress Disorder or Traumatic Brain Injury, require assistance with mental health, 
health services, housing resources, discharge upgrades, as well as educational and 
employment services.

Solution: Partnering with the Department of Veterans Affairs and Department of 
Mental Health, assemble highly trained veteran service officers, known as 
Navigators, who can link veterans with needed services.  

Results:  Early mental health intervention and targeted treatment can help veterans 
and families fully recovery and lead quality and productive lives.  

Rose Bueta
Productivity Manager
Military and Veterans' Affairs
(213) 765-9632
rbueta@mva.lacounty.gov

Kumar Menon
Productivity Manager
Mental Health
(213) 738-4258
kmenon@dmh.lacounty.gov

Incubating Emerging 
Technologies for the 
Cultural Sector
Museum of Art (LACMA)

(Productivity Investment 
Fund - $205,000 grant )

Problem:  LACMA's past history of pairing artists and technologists produced 
innovative works which still have a significant impact.  The rapid advances in 
information technology today make it difficult to keep up. 

Solution: Create an "Art and Technology" incubator with a permanent home in the 
Museum's library.  The grant also provides seed money for pairing artists and 
technologists to introduce new technology applications at the museum.  The focus 
will be on emerging platforms such as social robotics and big data, data realization 
and augmented reality.  The incubator staff will convene and host events for the 
public to reveal new technologies and trends in information science.

Results:  The incubator improves quality of services, positions the Museum and Los 
Angeles as a center for innovation, and introduces County residents to innovative 
technology experiences.

Amy Heibel
Program Manager
(323) 857-6138
aheibel@lacma.org

Ann Rowland
Productivity Manager
(323) 857-6142
arowland@lacma.org

http://ceo.lacounty.gov/videos/QPC Awards 2013/Prevention and Early Intervention Veteran System Navigator_WMV_1200Kbps_480p.wmv


Chief Executive Office
Quality and Productivity Commission

Shared Practices 2014

PROJECT and
DEPARTMENT PROJECT DESCRIPTION CONTACT

COLLABORATING WITH OTHERS TO DELIVER IMPROVED SERVICES

Forces of Nature
Parks and Recreation

(PQA Top Ten Award and 
County Image Enhancement 
Award)

View Video

Problem:  A severe windstorm destroyed or damaged over 800 trees at the 
Arboretum. Removing the destroyed trees and raising money for restoration was 
essential. 

Solution: Forces of Nature - a creative program involving distributing the wood to 
local artists who, in turn, created works of art.  An "Artists' Agreement" was signed 
to donate 60% of the purchase price of each of their works to the Arboretum Tree 
Fund.

Results:  The involvement of the community, local artists, and the media generated 
excitement and concern for the Arboretum.  More than $30,000 was raised at the 
Silent Auction.  In addition, donations to secure new trees reached over $187,000.

Richard Schulhof
Program Manager
(626) 821-3231
rschulhof@arboretum.org

Elizabeth Mendez
Productivity Manager
(213) 738-3040
lmendez@parks.lacounty.gov

Parents as Partners: 
Growing Stronger Families
Public Library with Mental 
Health, Parks and 
Recreation, and Probation

(PQA Top Ten and Best 
Teamwork Award)

View Video

Problem:  Bringing a specialized array of family-centric programs and families 
together in an easily accessible structure presented many challenges.

Solution:  Form a partnership between the Public Library, Parks and Recreation, 
Mental Health, and Probation, to connect children, teens and parents to the 
programs, provide services and speakers, and resources.  The resulting creation 
and expansion of programs has been wildly successful.  

Results:  Parents now see the Library and County departments as a central family 
resource.  The Departments have forged a growing relationship, and the children 
and families involved will become life-long learners.

Deborah Anderson
Program Manager
(562) 940-8522
danderson@library.lacounty.gov

Yolanda de Ramus
Acting Chief Deputy
(562)  940-8412
ydramus@library.lacounty.gov

http://ceo.lacounty.gov/videos/QPC Awards 2013/Forces of Nature_WMV_1200Kbps_480p.wmv
http://ceo.lacounty.gov/videos/QPC Awards 2013/Parents as Partners Growing Stronger Families_WMV_1200Kbps_480p.wmv
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Stopping Hate and 
Delinquency by 
Empowering Students 
(SHADES)
Los Angeles Superior Court 
with District Attorney, 
Probation and Simon 
Wiesenthal Center Museum 
of Tolerance

(PQA Top Ten and Best 
Teamwork Awards)

View Video

Problem:  Over the past 20 years, it was noted that juveniles appearing in Superior 
Court often had a potential to succeed, but faced numerous barriers, including 
familial conflicts, drug abuse and lack of mentorship.  

Solution:  The SHADES program provides minors, who are first-time offenders 
involved in bullying or crimes against protected classes, the opportunity to opt out of 
traditional juvenile court.  Instead, they can be questioned, judged, and sentenced 
by specially trained teenage peers.  

Results:  This groundbreaking response to hatred and intolerance has had a 
profound impact on both the minors who are on trial and the teens who participate 
as peer jurors.  It has resulted in changes in perspective and awareness that touch 
far beyond the confines of the program and expand into the communities.

Camilo Cruz
Program Manager
(213) 974-5972
ccruz@lasuperiorcourt.org

Mary Hearn 
Productivity Manager
(213) 974-5227
mhearn@lasuperiorcourt.org

http://ceo.lacounty.gov/videos/QPC Awards 2013/Stopping Hate and Delinquency by Empowering Students_WMV_1200Kbps_480p.wmv
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Automated Fuel 
Management System
Beaches and Harbors

(Productivity Investment 
Fund Proposal - $308,000 
loan)

Problem:   The Department operates seven fueling stations to service their 
vehicles. Fuel tracking has historically been handled manually, which is subject to 
error.

Solution:  The Department will install Fuel Island Controller Units at existing fueling 
locations to electronically track fuel use.  

Results:  Fuel use will be automatically and centrally tracked, ensuring accuracy, 
enabling automated reports, alerts, and vehicle maintenance reminders. It will help 
to prevent misappropriated or fraudulent fuel use, and reduces staff hours.

Kenneth Foreman
Program Manager
(310) 305-9550
kforemansr@bh.lacounty.gov

Walter Popoff
Productivity Manager
(310) 305-9579
wpopoff@bh.lacounty.gov

The Next Frontier in 
Service Excellence
Consumer Affairs

(Productivity Investment 
Fund Proposal - $62,000 
grant)

Problem: The Department seeks to meet and exceed consumer standards 
expectations in a rapidly changing environment.

Solution:  The Department will collect feedback, review industry best practices and 
benchmarks, develop new service standards for each core program, develop new 
performance measures, and update their strategic plan to include new standards 
and measures. 

Results:  The comprehensive service assessment and implementation will help the 
Department continue to refine and improve service models.

Kirk Shelton, DCA
Productivity Manager
(213) 974-4615
kshelton@dca.lacounty.gov

NEW WAYS TO DELIVER SERVICE
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Administrative Review 
Roundtable (ARRT)
Children and Family Services

(Department Visit
April 25, 2013)

Problem:  Traditional analysis of child deaths in the system focused on employee 
discipline.  This limited approach overlooked other potential information which might 
impact operations and outcomes.

Solution: Develop a comprehensive system of review of Critical Incident/Child 
Fatality Review to identify systemic, operational, and policy issues that go beyond 
the department's contact with the family into issues of interdepartmental 
collaboration and best practices.

Results: ARRT has led to key policy changes that have enhanced child welfare 
practice and sought to improve child safety.

Francesca LeRúe, MSW, MPA
Program Manager
(213) 738-3000
lereuf@dcfs.lacounty.gov

Tricia Denson 
Productivity Manager
(213) 739-6345
densot@dcfs.lacounty.gov

Family and Friends CPR 
Anytime (CPRA) Training 
Program
Fire

(Productivity Investment 
Fund Proposal -  $200,000 
grant)

Problem:  Nearly 80% of all cardiac arrests occur at home and are witnessed by a 
family member or loved one with no CPR training.  

Solution: In partnership with the American Heart Association, the department seeks 
to provide training kits and train thousands of 9th grade students in CPR.

Results: Training students and providing easy-to-use training kits to train their own 
family and friends will enlist thousands of lifesavers in our communities year after 
year.

Anderson Mackey 
Program Manager
(323) 881-2403
anderson.mackey@fire.lacounty.gov

Roxanne Benavides-Ortega
Productivity Manager
(323) 881-2327
roxanne.benavides@fire.lacounty.gov
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Videography Equipment 
for Improving Quality of On-
line Training Content
Fire

(Productivity Investment 
Fund Proposal -  $155,000 
grant)

Problem:  The department is transitioning its in-service training from a traditional in-
class format to an on-line based delivery system.

Solution: This project will upgrade the videography equipment to enable taping of 
real life situations. The on-line format requires videos with rich training content to 
enhance the learning experience.  Videos are the most effective way to convey the 
harsh reality of the field in a safe learning environment.  

Results:  The new format will provide safe, effective training while saving money by 
transitioning to an on-line format.  It also permits scheduling flexibility to trainees.

Derek Alkonis
Program Manager
(323) 881-2436
derek.alkonis@fire.lacounty.gov

Roxanne Benavides-Ortega
Productivity Manager
(323) 881-2327
roxanne.benavides@fire.lacounty.gov

Integrated Healthcare 
Model
Mental Health

(Department Visit 
February 7, 2013)

Problem:  Individuals are often fearful of seeking mental health treatment due to the 
stigma associated with traditional mental health clinics.  Additionally, individuals with 
serious and persistent mental illness(es) often die approximately 25 years earlier 
than those without serious and persistent mental illness.

Solution: Provide accessible and coordinated health, mental health and substance 
abuse services.  Continue developing partnerships and mechanisms to obtain and 
coordinate care between/among various types of providers. Continue to develop and 
expand access to mental health services in locations that are less stigmatizing, such 
as primary care clinics.

Results:  Individuals will obtain needed mental health services earlier through co-
location efforts as well as referral and coordination of care with other health and 
substance abuse providers.  Timely treatment for mental illness will likely lessen 
potentially debilitating effects of mental illness as well as the overall disease burden 
for individuals suffering with mental illness(es).  It is anticipated that the overall cost 
of health, mental health and substance abuse care will be lessened while the quality 
of life of the individual will be improved.

Kathleen Kerrigan, R.N., L.C.S.W.
Mental Health Clinical District Chief
(213) 738-3111
kkerrigan@dmh.lacounty.gov

Kumar Menon
Productivity Manager
(213) 738-4258
kmenon@dmh.lacounty.gov
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Providing Quality Service 
to a Diverse Population
Museum of Art (LACMA)

(Department Visit
May 2, 2013)

Problem:  Ensuring the Museum continues to embrace diversity and provide quality 
service to an increasingly diverse County population.

Solution: Participating in a $1.5 million grant from the Mellon Foundation which is 
being used by five museum institutions to educate and build the ranks of minority 
curators.

Results:  More highly qualified minority curators will be available for curating 
Museum exhibits.

Nancy Thomas
Program Manager
(323) 857-6012
nthomas@lacma.org

Ann Rowland
Productivity Manager
(323) 857-6142
arowland@lacma.org

WalkABLE: Steps to a 
Better Quality of Life
Public Health

(Productivity Investment 
Fund Proposal - $199,760 
grant)

Problem:  The California Children’s Services Medical Therapy Units, located on the 
premises of public schools, needed specialized Body Weight Supported Treadmill 
Training equipment to provide state-of-the-art rehabilitation training to children and 
young adults with physical disabilities from 0-21 years of age.

Solution:  The funds will be used to purchase multiple specially designed treadmills 
and unique suspension systems that lift and support the patients as they learn how 
to stand and walk.  Therapists will be trained in the use of this equipment for walking 
and other functional activities that enhance the patients’ quality of life.

Results:  The equipment will improve the quality of clinical care and will allow more 
patients to be treated effectively and safely.  The need for heavy lifting will be 
reduced thus reducing the likelihood of injury.  Since the equipment allows for a 
decreased therapist to patient ratio, more treatment hours can be offered. 

Elizabeth Russel, PhD, OTR/L
Program Manager
(626) 569-6114
elizabeth.russel@ph.lacounty.gov

Catherine Mak
Productivity Manager
(213) 989-7240
cmak@ph.lacounty.gov
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Customer Service Center
Public Social Services

(PQA - Best Service 
Improvement Award)

View Video

Problem:  The high volume of customers coming to DPSS offices to resolve case 
issues led to heavy lobby traffic.  Wait times were increased because each 
customer could only call their case-carrying worker during phone hours.

Solution:  Develop centralized Customer Service Centers in three locations 
throughout the County, with access to electronic records and over 600 Eligibility 
Workers to provide service.  In addition, 24-hour self-service access to information 
is now available. 

Results:  Improved Customer Service.

Michelle Sepulveda
Program Manager
(562) 908-3048
michellesepulveda@dpss.lacounty.gov

Nadia Mirzayans
Productivity Manager
(562) 908-6330
nadiamirzayans@dpss.lacounty.gov

WtW Community Service
Public Social Services

(Department Visit
November 20, 2013)

Problem:  Welfare to Work (WtW) participants who attend college to meet WtW 
requirements often cannot enroll due to limited availability of courses.  They then 
must engage in additional activities to meet participation requirements.

Solution:  Working with colleges to accept community service in schools to meet 
requirements. Los Angeles Unified School District requires parents to volunteer a 
certain number of hours.  WtW participants can now use those hours to fulfill the 
participation requirement.

Results:  WtW participants are now more easily able to fulfill requirements.

Nadia Mirzayans
Productivity Manager
(562) 908-6330
nadiamirzayans@dpss.lacounty.gov

http://ceo.lacounty.gov/videos/QPC Awards 2013/Best Service Improvement Award_WMV_1200Kbps_480p.wmv
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Sustainable Pavement
Public Works

(PQA Top Ten Award)

View Video

Problem:  Public Works is faced with managing the County's road network on very 
limited resources.  In addition, California's Global Warming Solutions required 
proactive steps to meet objectives, reinforcing the need for cost effective 
sustainable approaches to road treatment.

Solution:  Implement a three-pronged sustainable approach: 1) Take care of roads 
that are in good condition first; 2) Use recycled materials in the treatment selections; 
and 3) Reutilize existing materials in place.

Results:  Better roads with cost savings, and reduced environmental impact. 

Greg Kelley
Program Manager
(626) 458-4911
gkelley@dpw.lacounty.gov

Kathy Salama
Alternate Productivity Manager
(626) 458-2118
ksalama@dpw.lacounty.gov

Planning Services Closer 
to Home
Regional Planning

(Department Visit
September 12, 2013)

Problem:  The sheer size of the area served by DRP makes it difficult for all 
constituents to come to the DRP central offices.

Solution:  Place DRP staff in County civic centers and Building and Safety offices in 
eight different field offices throughout the County.

Results:  Constituents can now more easily access DRP services throughout the 
County.

Annie Lin
Program Manager
(213) 974-6470
alin@planning.lacounty.gov

Hsiao-Ching Chen
Productivity Manager
(213) 974-6559
hchen@planning.lacounty.gov

http://ceo.lacounty.gov/videos/QPC Awards 2013/Sustainable Pavement Treatment for County Roads_WMV_1200Kbps_480p.wmv
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Business Continuity 
Planning
Treasurer and Tax Collector

(Department Visit
April 17, 2013)

Problem:  Business continuity in the event of disaster is critical to continuing County 
services.  It is especially critical in central agencies such as the Treasurer and Tax 
Collector with a treasury pool of approximately $27 billion dollars.

Solution:  The Department not only implemented a Business Continuity Plan, 
including identifying top priorities, the physical and IT infrastructure necessary to 
back up vital operations, but they also test the plan on a quarterly basis.

Results:  Recently, Wells Fargo, a County banking partner, recognized the 
Treasurer and Tax Collector's Business Continuity Plan as a treasury "best practice" 
in the public sector.

Sandra Pina Barbee
Productivity Manager
(213) 974-2108
spbarbee@ttc.lacounty.gov
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Digital Annual Report - 
Educating Residents 
Online
Chief Executive Office

(PQA Top Ten Award)

View Video

Problem:  The County Annual Report has been traditionally printed and physically 
distributed.  The report reached only a small percentage of the population.  Many 
residents had little or no knowledge of County services.

Solution: Develop a digital annual report to disseminate information and capture the 
power of social media.  The new format allows the report to be more of a 
conversation instead of the traditional one-way communication.

Results:  The user-friendly format,  increased viewership 103%, increasing County 
residents' knowledge of their government. The report received multiple national and 
international awards, including the Platinum Award at the Vision Awards.  

David Sommers, Director
Office of Public Affairs
(213) 974-1363
dsommers@ceo.lacounty.gov

Jerry Ramirez
Productivity Manager
(213) 974-4282
jramirez@ceo.lacounty.gov

Zoning Enforcement in 
Plain Language
Regional Planning

(PQA Plain Language 
Award)

View Video

Problem:  The Department's Zoning Enforcement seeks voluntary compliance from 
residents to correct zoning violations.  Time-consuming and costly legal and clean-
up actions are the last resort.  Communication with the diverse population in the 
County about zoning code is challenging.

Solution:  Redesign the Zoning Enforcement brochure in plain language, in English, 
Spanish, Korean, Chinese and Tagalog.  

Results:  The easy-to-read brochure resulted in increased voluntary compliance, 
leading to significant savings in staff time.  It empowers constituents to take action 
in their communities, makes it easier for staff to answer basic questions, and 
improves compliance with Zoning regulations.

Patricia Hachiya
Program Manager
(213) 974-6559
phachiya@planning.lacounty.gov

Hsiao-Ching Chen
Productivity Manager
(213) 974-6559
hchen@planning.lacounty.gov

TELLING OUR STORY

http://ceo.lacounty.gov/videos/QPC Awards 2013/Digital Annual Report - Educating Residents Online_WMV_1200Kbps_480p.wmv
http://ceo.lacounty.gov/videos/QPC Awards 2013/Plain Language Award_WMV_1200Kbps_480p.wmv
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Chief Executive Office
Quality and Productivity Commission

Shared Practices 2013

USING AVAILABLE TECHNOLOGY IN NEW WAYS

PROJECT and
DEPARTMENT PROJECT DESCRIPTION CONTACT

Document Management 
System (DMS) Case 360
Alternate Public Defender

(Department Visit 
April 23, 2012)

Problem: Administrative processes had become obsolete in the face of current 
case loads. There was a need to increase efficiency while also planning for the 
future.

Solution: Implementation of the document management system (DMS) Case360, 
storing more than 2 million pages of closed files, and development of user-friendly 
software has reduced costs and enhanced ability to serve its clients.

Results: Electronic case records improved case transfer times, reduce storage 
needs, which in turn reduces costs and potential information loss. 

Gary Baucum
Productivity Manager
(213) 974-8226
gbaucum@apd.lacounty.gov

The Contractor Alert 
Reporting Database
Auditor-Controller with 
County Counsel, Internal 
Services, Chief Executive 
Office, Public Social 
Services, Children and 
Family Services, Health 
Services, Mental Health and 
Public Health

(PQA - Bronze Eagle Award) 

Problem:  Los Angeles County has over 7,500 active contracts at a total cost of 
$15.5 billion. However, there was not a centralized database for departments to 
share which would identify poorly performing contractors.

Solution: Develop a Contractor Alert Reporting Database (CARD) which allows 
departments to report poorly performing contractors in a centralized online 
database.  

Results: CARD holds contactors more accountable and is incentive to them to 
comply with contract requirements.  It also improves oversight of contractors by 
allowing departments to more efficiently share contractor performance information.

Agripino Alonso
Project Manager
(213) 253-0304
Aalonso@auditor.lacounty.gov

Video

http://vimeo.com/57077270
http://vimeo.com/57077270


Chief Executive Office
Quality and Productivity Commission

Shared Practices 2013

USING AVAILABLE TECHNOLOGY IN NEW WAYS

PROJECT and
DEPARTMENT PROJECT DESCRIPTION CONTACT

Automated Early Education 
and HeadStart Referral 
System
Children and Family Services

(Department Visit - July 26, 
2012)

Problem: Quick referral and enrollment into a HeadStart program can enhance a 
child's potential for future success.  

Solution:  The department developed an automated early education and HeadStart 
referral system. The system identifies children who are not enrolled, searches for a 
program in their area and notifies the social worker. Social workers can refer clients 
to these programs instantly. 

Results:  Better service and enhanced opportunity for the child.

Steve Sturm
Program Manager
(562) 345-6643
sturms@dcfs.lacounty.gov 

Child Support Services 
Case Management Tool
Child Support Services 
Department

(PQA Top Ten Award)

Problem:  The department handles over 40,000 child support cases annually and 
sought ways to streamline the process.  After merging into the automated statewide 
system, caseworkers still had to manually review individual cases to determine 
necessary actions.

Solution: They developed a Case Management Tool (CMT), a complex software 
application to identify, analyze, and take timely action.

Results:  CMT improves efficiency and responsiveness.  First, it supports setting 
and monitoring priorities.  Second, it identifies critical changes in day-to-day 
circumstances, enabling caseworkers to  modify court orders, avoiding accumulation 
of uncollectable debt.  As a result of CMT, the department met and exceeded child 
support goals.

David Kilgore
Project Manager
(323) 889-3405
David_Kilgore@cssd.lacounty.gov

Video

http://vimeo.com/58217766
http://vimeo.com/58217766


Chief Executive Office
Quality and Productivity Commission

Shared Practices 2013

USING AVAILABLE TECHNOLOGY IN NEW WAYS

PROJECT and
DEPARTMENT PROJECT DESCRIPTION CONTACT

CSTATS
Child Support Services

(Department Visit - April 30, 
2012)

Problem:  The department identified a need to more accurately track and measure 
quality and productivity.

Solution:  They developed CSTATS, a sophisticated measurement tool, to track 
and measure outcomes of programs and processes. Senior managers meet 
monthly to review performance trends, analyze the data and identify best practices. 

Results:  Accurate measures provide incentives and a road map to improving 
personal and programmatic goals.

Jennifer Coultas
Productivity Manager
(213) 639-2727
jennifer_coultas@cssd.lacounty.gov

Automated Measuring and 
Tracking System

Community and Senior 
Services

(Department Visit March 26, 
2012)

Problem: Measuring and tracking program results is essential to ensuring that 
programs are meeting the core mission and goals of the department.

Solution:  The Research and Statistics Branch provides automated, centralized 
tracking that helps programs to focus on the measurable outcomes and maintain 
data integrity.  

Results:  Each unit within CSS can establish objective measures of their 
performance.  Accurate feedback enables programs to stay on track to reaching 
their goals.

Stephanie Maxberry
Productivity Manager
(213) 738-2015
smaxberry@css.lacounty.gov



Chief Executive Office
Quality and Productivity Commission

Shared Practices 2013

USING AVAILABLE TECHNOLOGY IN NEW WAYS

PROJECT and
DEPARTMENT PROJECT DESCRIPTION CONTACT

Online Grants Management 
Tracking System
Community Development 
Commission/Housing 
Authority

(Department Visit June 21, 
2012)

Problem: There was a lack of an adequate tracking mechanism for grant funding 
received, as it moved from the identification process through implementation.
 
Solution: The department created the Grants Tracking System.  It was designed to 
interface with the agency’s financial system - PeopleSoft Financials - so that 
financial data could be automatically updated. 

Results: Staff can manage the grants more easily, ensuring that funds are being 
spent in a timely matter, and commitment and reporting requirements are met.  It 
also identifies competitive funding opportunities, and provides an overall picture to 
management. The program earned an "Exemplary Performance Rating" from HUD.

Elisa Vasquez
Productivity Manager
(626) 586-1762
evasquez@lacdc.org

Infrared Technology to 
Fight Fires
Fire Department

(Department Visit - March 14, 
2012)

Problem: Detecting and locating fires in a large expanse of wildland was difficult.

Solution:  The Air Operations Section initiated the use of infrared technology and a 
Global Positioning Satellite (GPS) system on helicopters.  This tool, which can be 
used at any time, is particularly useful in the early morning hours.  In addition, the 
helicopters are equipped for night flying into forests and small spaces.

Results:  This resource is a valuable tool in detecting and fighting wildfires.  Early 
response is critical to mitigating fire damage to wildlands, property and residents.

Roxanne Benavides-Ortega
Productivity Manager
(323) 881-2327
roxanne.benavides@fire.lacounty.gov



Chief Executive Office
Quality and Productivity Commission

Shared Practices 2013

USING AVAILABLE TECHNOLOGY IN NEW WAYS

PROJECT and
DEPARTMENT PROJECT DESCRIPTION CONTACT

Increasing Patient 
Pharmaceutical Access - 
PAP Programs
Health Services

(PQA - Top Ten Award)

Problem:  The County faces challenges due to increasing drug costs and concerns 
over the ability to provide the indigent patient population with necessary high cost 
medication therapy.

Solution:  DHS developed a program to ensure that patient enrollment in Patient 
Assistance Programs (PAPs) is maximized, including dashboard metrics. PAPs are 
programs sponsored by pharmaceutical companies which provide free drugs to 
uninsured patients.  

Results:  The initiative commenced in 2008, and has recovered millions of dollars, 
including $9 million anticipated in 2012/13 alone.  The number of drugs provided to 
patients has exceeded 120 individual drugs to date. The program enables DHS to 
access necessary high cost medications to better serve the community.

Amy Gutierrez
Project Manager
(213) 240-7717
agutierrez@dhs.lacounty.gov

Video

E-mHub System 
Connecting DHS Medical 
Hubs and DCFS
Health Services with Children 
and Family Services, Chief 
Executive Office, Chief 
Information Office, Internal 
Services, Public Health and 
County Counsel

(PQA Top Ten Award)

Problem:  Information sharing issues and outdated technology hampered 
communication between departments regarding medical care for children in the 
child welfare system. The Medical Hub clinics were established to provide high 
quality medical care for these children, who often have significantly greater health 
problems than the general population.

Solution: The Enterprise-mHub (E-mHub) streamlines communication and 
addresses information-sharing problems.  It enables electronic form submittal, 
appointments and notifications as well as referrals, access to records, and more.

Results:  The projects serves as an example on overcoming the complex legal and 
logistical barriers to information sharing.  It enhanced the quality medical care and 
improved coordination of care for these children.

Karen Bernstein
Project Manager
(213) 250-8644
kbernstein@dhs.lacounty.gov

Video

http://vimeo.com/58217840
http://vimeo.com/58217840
http://vimeo.com/58217840
http://vimeo.com/58217835
http://vimeo.com/58217835


Chief Executive Office
Quality and Productivity Commission

Shared Practices 2013

USING AVAILABLE TECHNOLOGY IN NEW WAYS

PROJECT and
DEPARTMENT PROJECT DESCRIPTION CONTACT

Outpatient Pharmacy 
Barcode Verification 
System
Health Services with Internal 
Services

(PQA - Top Ten Award)

Problem:  Manually matching medication bag labels to the patient picking up a 
prescription is subject to human error, especially when the patient names are the 
same or similar in nature and the pharmacy processes a high volume of 
prescriptions. This is critical, given the multiple language served by DHS.

Solution: Develop a system using new multi-directional barcode scanners to read 
the new enhanced barcode printed on each individual medication label against the 
patient receipt.  The system validates that the information on the label and receipt 
claim ticket match, lessoning the change of human error.

Results:  In the last 12 months, DHS outpatient pharmacies have not reported any 
medication handout errors, despite dispensing over 4 million prescriptions. The 
system enhances patient safety and provides a tool to enhance care to a multilingual 
community

Amy Gutierrez, Pharm.D.
Project Manager
(213) 240-7717
agutierrez@dhs.lcounty.gov

Video

http://vimeo.com/58217765
http://vimeo.com/58217765


Chief Executive Office
Quality and Productivity Commission

Shared Practices 2013

USING AVAILABLE TECHNOLOGY IN NEW WAYS

PROJECT and
DEPARTMENT PROJECT DESCRIPTION CONTACT

Activities Reservation and 
Registration System
Parks and Recreation

(Department Visit 
May 21 2012)

Problem: In a year with budget cuts, maintaining patron satisfaction while reducing 
staff hours posed a challenge, especially with the  outdated paper-based system for 
activity registration and reservations.

Solution:  Parks and Recreation partnered with Beaches and Harbors to develop an 
Activities Reservation and Registration System  which provides patrons the ability to 
reserve and/or register for services and programs online such as RV Camping 
Spaces, Tent Campgrounds, Picnic Areas, Facilities, Meeting Rooms, Banquet 
Halls, Ball Fields, Swim Lessons, etc.  

Results:  The online reservation system increases County services visibility and our 
responsibility for providing better services to the public.  Thus, increases our 
revenue streams.  In addition, it expands community outreach and market 
demographics, creating vehicles for business analytics and future ecommerce 
programs.

Liz Mendez
Productivity Manager
(213) 738-3040
lmendez@parks.lacounty.gov

APD eWorkflow Alternate 
Public Defender

(PQA - Productivity 
Enhancement Award)

Problem: APD needed a way to streamline its work request processes for attorneys 
and support staff so work could be assigned and tracked regardless of staff location.

Solution: A task-based eWorkflow application was developed to process work 
requests from attorney staff, secretaries, investigators and paralegals. This allows 
assignment and completion of tasks regardless of location.

Results: Over 206,000 tasks have been processed with a savings of over 6,900 
work hours have increased efficiency and productivity within the department. This is 
combined with a reduction in paper use of 20% saving around $5,000 annually. 
Savings continue to increase. 

Jordan Yerian
(213) 893-2042
jyerian@apd.lacounty.gov 

Video

http://vimeo.com/57077387
http://vimeo.com/57077387


Chief Executive Office
Quality and Productivity Commission

Shared Practices 2013

USING AVAILABLE TECHNOLOGY IN NEW WAYS

PROJECT and
DEPARTMENT PROJECT DESCRIPTION CONTACT

The Works - iPhone App 
Public Works

(PQA - Best Application of 
Technology Award)

Problem: In the past, reporting such things as graffiti, potholes, or illegal dumping 
was time consuming and difficult. Public Works sought a more efficient way to make 
these reports.

Solution: "The Works" is an iPhone application which provides the public an 
intuitive and convenient way to request services or report issues related to graffiti, 
potholes, illegal dumping, or street sweeping. 

Results: The Works launched DPW into a new medium, providing a new consumer-
relevant delivery system to the public. 

Khaled Tawfik
(626) 458-4108
ktawfik@dpw.lacounty.gov

Video:

My Waterworks Account 
Manager (MYWAM)
Public Works

(PQA - Best Service 
Improvement Award)

Problem: Customers were increasingly demanding new functionality and flexibility 
that the outdated legacy system could not provide.

Solution: By purchasing a commercial off-the-shelf system, the Department 
resolved many limitations of the old technology, improving both the customer 
interface and the back-end (County) interface, including the County's eCAPS 
system.

Results:  Customer online access, increased flexibility and functionality, and 
improved customer service. The new system also saves time and money for the 
customer and the County. 

Greg Even
(626) 300-3331
geven@dpw.lacounty.gov

Joseph Shiuan
(626) 458-4396
jshiuan@dpw.lacounty.gov 

Video:

http://vimeo.com/57076682
http://vimeo.com/57076682
http://vimeo.com/57076683
http://vimeo.com/57076683


Chief Executive Office
Quality and Productivity Commission

Shared Practices 2013

USING AVAILABLE TECHNOLOGY IN NEW WAYS

PROJECT and
DEPARTMENT PROJECT DESCRIPTION CONTACT

Free Mobile Applications
Public Library

(Department Visit 
July 11 2012)

Problem: Adapt customer service to the current digital environment.

Solution:  The Library developed a mobile application which allows residents to 
manage their library accounts "on the go."  It also provides access to GPS directions 
to the local library, a list of library events and ability to text a librarian, as well as a 
quick connection to the Library's Twitter and Facebook accounts.  The free 
application is available for iOS, Android and Blackberry devices.

Results:  Improved customer service and satisfaction.

Ken Kramer
Productivity Manager
(562) 940-8559
kkramer@library.lacounty.gov

Data Mining Solution for 
Child Care Welfare Fraud 
Public Social Services with 
Chief Executive Office, Chief 
Information Office, County 
Counsel, and District 
Attorney

(PQA - Gold Eagle Award)

Problem: Los Angeles was facing an increasing threat of fraud in the CalWORKs 
Stage-1 Child Care program from both participants and child care providers.         

Solution: The County turned to analytics solutions from SAS Institute Inc. to identify 
potential fraud, enhance investigations and prevent improper payments. The county 
conducted a Data mining pilot which achieved an 85% accuracy rate in detecting 
collusive fraud rings.

Results: Estimates in cost avoidance were calculated in three areas, totaling $6.8 
million: new fraud referrals approximately $2.2 million; early fraud detection nearly 
$1.6 million; and increased program integrity and investigative efficiencies by $1.6 
million. 

Michael J. Sylvester
Project Manager
562.908.8327
Michaelsylvester@dpss.lacounty.gov

Video 

http://vimeo.com/57077274


Chief Executive Office
Quality and Productivity Commission

Shared Practices 2013

USING AVAILABLE TECHNOLOGY IN NEW WAYS

PROJECT and
DEPARTMENT PROJECT DESCRIPTION CONTACT

My Jury Duty Portal
Superior Court

(PQA - Top Ten Award)

Problem: Summoning almost 3 million jurors per year to hear 5000 trials in 34 
different locations requires the Court to constantly search for new and better ways to 
communicate with jurors and improve the entire jury service process from receipt of 
the summons to the completion of service.

Solution: The Court created the "My Jury Duty Portal." as a *one stop
shop* for Jurors. The website provides a single point of contact where jurors can 
receive vital information about jury service, register, complete the mandatory 
orientation, process postponements, and have questions answered by e-mail or by 
chat with a live agent.

Results: Well over 1 million jurors have accessed this site and resolved their 
concerns without the need to come to the court in person or wait on the telephone to 
speak with an agent. It has met every goal set forth by the proposal and, because it 
touches such a large number of citizens, has become one of the most effective and 
lauded services offered by the Court.  It continues to yield significant cost avoidance 
and reduces the number of calls staff must answer, thus allowing them to perform 
other tasks more efficiently.

Darrell Mahood
Director, Jury Services
(213) 974-5814
dmahood@lasuperiorcourt.org

Video

http://vimeo.com/58217839
http://vimeo.com/58217839


Chief Executive Office
Quality and Productivity Commission

Shared Practices 2013

PROJECT and
DEPARTMENT PROJECT DESCRIPTION CONTACT

Risk Management 
Measures
Agricultural Commissioner/ 
Weights and Measures

(Department Visit
July 13, 2011)

Problem:  Finding new ways to control costs and mitigate risk is an effective way of 
increasing productivity while simultaneously cutting costs..

Solution:  ACWM developed, codified and implemented risk management 
measures, including a driver safety training program and a GPS tracking system, to 
achieve maximum safety and cost effectiveness..

Results:  Enhanced driver safety resulting in less risk exposure.

Alycia Araya
Productivity Manager
(626) 575-5454
aaraya@acwm.lacounty.gov 

Richard Iizuka
Chief Deputy
(626)575-5453
riizuka@acwm.lacounty.gov 

Internal Control 
Certification Program 
(ICCP)
Community and Senior 
Services

(Department Visit
March 26, 2012)

Problem: Internal quality control is essential to ensuring that the department meets 
its goals in an efficient and effective manner.  Inefficiencies can exist for years in 
legacy processes unless identified and corrected.

Solution:  Create an ICCP team to interview all divisions, analyze problems and 
develop corrective action plans.

Results:  Over a period of 7 months, the team identified several issues, and 
implemented revised policies and procedures consistent with the County's Fiscal 
Manual.

Stephanie Maxberry
Productivity Manager
(213) 738-2015
smaxberry@css.lacounty.gov

LEVERAGING PRIVATE SECTOR BUSINESS PRACTICES



Chief Executive Office
Quality and Productivity Commission

Shared Practices 2013

PROJECT and
DEPARTMENT PROJECT DESCRIPTION CONTACT

LEVERAGING PRIVATE SECTOR BUSINESS PRACTICES

Coroner Forensic Training 
for Marines Program 
Coroner

(PQA County Image 
Enhancement Award)

Problem:  Marines overseas were tasked with duty of escorting the bodies of 
deceased Marines from the battlefield to their families for burial. However, few of 
these Marines had any formal training.

Solution: Lt. Corral, Department of Coroner and former Marine, partnered with the 
U.S.  Marine Corps to develop a training program to give Marines the skills 
necessary for this important mission.   

Results:  In 2009, the first group of Marines received training.  A comprehensive 
four week program was created and over 150 Marines have completed the program.  
Marine veterans have testified that the training was invaluable and expressed deep 
gratitude.

Lt. Fred Corral
(323) 343-0603
fcorral@coroner.lacounty.gov

Video

Pathology Assistant 
Training Program
Coroner

(Department Visit
June 14, 2012)

Problem: Recruitment and retention of forensic pathologists (FP) is difficult. During 
2007-08 only 37% of forensic pathology fellowship positions were filled. Retirements 
are expected to further reduce the number of FPs on staff.

Solution:  The Coroner worked to create a job classification for Physician 
Assistants (pathology) and developed a Pathologist Assistant Internship  program in 
collaboration with Rosalind Franklin University.

Results: The Department will be prepared to cover the anticipated shortage of 
forensic pathologists in the coming years.

Dr. Christopher Rogers
Project Manager
(323) 343-0715
crogers@coroner.lacounty.gov

Sarah Ahonima
Productivity Manager
(323) 343-0784
sahonima@coroner.lacounty.gov

http://vimeo.com/57077272
http://vimeo.com/57077272


Chief Executive Office
Quality and Productivity Commission

Shared Practices 2013

PROJECT and
DEPARTMENT PROJECT DESCRIPTION CONTACT

LEVERAGING PRIVATE SECTOR BUSINESS PRACTICES

Fire Foundation
Fire Department

(Department Visit
March 14, 2012)

Problem: In spite of the many efficiencies implemented by the department, some 
programs had to be eliminated because of budget cuts.

Solution:  Partner with the private sector to create a "Fire Foundation" to help 
support programs which had fallen victim due to the recent budget cuts.

Results:  Additional funds will help maintain threatened programs.

Roxanne Benavides-Ortega
Productivity Manager
(323) 881-2327
roxanne.benavides@fire.lacounty.gov

Mental Health Services Act 
Housing Program
Mental Health (DMH) with 
Community Development 
Commission

(PQA - Mega Million Dollar 
Award)

Problem: The thousands of mentally ill homeless in Los Angeles have a  
disproportionate effect on costs for emergency services and jail facilities. DMH 
sought a solution to provide services while trimming costs.

Solution: DMH worked to develop Permanent Supportive Housing for homeless 
individuals with mental illness. Intervention in the absence of stable housing is often 
ineffective. The department leveraged local, state and federal funding, along with 
Mental Health Services Act funding, into a $551 million pool to develop the project.

Result: To date, 305 apartments have been developed for their clients and an 
additional 424 are in various stages of development.  Often, the newly constructed 
buildings have replace abandoned and blighted properties.  They estimate that over 
2,000 jobs have been created to develop the projects.

Dr. Maria Funk
(213) 251-6582
mfunk@dmh.lacounty.gov

Video

http://vimeo.com/57077383
http://vimeo.com/57077383


Chief Executive Office
Quality and Productivity Commission

Shared Practices 2013

PROJECT and
DEPARTMENT PROJECT DESCRIPTION CONTACT

LEVERAGING PRIVATE SECTOR BUSINESS PRACTICES

Safe Shoe Campaign
Public Social Services

(PQA - Plain Language 
Award)

Problem: In 2009-10, DPSS spent almost a million dollars and lost thousands of 
work hours due to trip, slip and fall injuries. Inappropriate footwear was a significant 
factor of the injuries which lead to problems in morale, negativity and pay reduction.

Solution: The Safe Shoe Campaign was created to increase employee awareness 
about the importance of appropriate footwear. Posters detailed appropriate and in 
appropriate footwear and the negative impact on trip, slip and fall injuries.

Results: Between 2009-10 and 2011-12, DPSS estimates an 8% annual decline in 
injuries and a 23% decline in total incurred losses saving approximately $1.5 million. 
There was a small reduction in the number of injuries but a larger reduction in their 
severity.

Catherine O’Brien
(213) 639-5501
catherinelobrien@dpss.lacounty.gov

Video

http://vimeo.com/57077386
http://vimeo.com/57077386


Chief Executive Office
Quality and Productivity Commission

Shared Practices 2013

PROJECT and
DEPARTMENT PROJECT DESCRIPTION CONTACT

Coordinated Services 
Action Teams (CSAT)
Children and Family Services 
with Mental Health

(PQA - Performance 
Measurement Award)

Problem: Children in the child welfare system have a high prevalence of mental 
health disorders and developmental delays, with the youngest having the greatest 
needs. 

Solution:  Clinical management teams (CSATs) were created.  These are “one stop 
shops” that identify children and families in need of mental health services and 
quickly link them to suitable services. They draw on available programs and staff to 
simplify the delivery of specific services to children and families.

Results: CSAT ensures consistent, effective and timely assessment of children 
served by DCFS. The percentage of these children accessing mental health 
services has increased significantly.  Children receiving mental health services have 
improved reunification rates, reuniting families and reducing County cost.

Lisa Sorensen
(213) 351-3286
sorenla@dcfs.lacounty.gov

Video

Integration of Services
Community and Senior 
Services 

(Department Visit
March 26, 2012)

Problem:  Physical separation of service providers can impede the delivery of 
quality services.

Solution:  The Department co-located workers from Adult Protective Services, 
Human Relations Commission and Office of Ombudsman at the CSS Service 
Centers.  

Results:  Constituents can now access multiple services at a single location, 
whether resolving community issues or protecting the elderly, enhancing service 
outcomes.

Stephanie Maxberry
Productivity Manager
(213) 738-2015
smaxberry@css.lacounty.gov 

COLLABORATING WITH OTHERS TO DELIVER IMPROVED SERVICES

http://vimeo.com/57077384
http://vimeo.com/57077384
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PROJECT and
DEPARTMENT PROJECT DESCRIPTION CONTACT

COLLABORATING WITH OTHERS TO DELIVER IMPROVED SERVICES

Regional Mass Fatality 
Management Plan Task 
Force
Coroner

(Department Visit
June 14, 2012)

Problem: In a County as large as Los Angeles, it is essential to anticipate and 
prepare for the potential need to handle mass fatalities.

Solution: The Coroner partnered with other emergency management agencies to 
form a national Regional Mass Fatality Management (MFM) Task Force to plan joint 
exercises, discuss funding options, share planning efforts, and determine how to 
leverage this information to develop a mass fatality plan for the Los Angeles Area.

Results: The Task Force will help ensure that Los Angeles has a quality Mass 
Fatality Plan in place in the event that it is every needed.

Elissa Fleak
Project Manager
(323) 343-0735
efleak@coroner.lacounty.gov
  
Edward Winter
Project Manager
(323) 343-0629
ewinter@coroner.lacounty.gov 
  
Sarah Ahonima
Productivity Manager
(323) 343-0784
sahonima@coroner.lacounty.gov

LAC+USC Medical Center 
Street to Home Project
Mental Health with First 
District, Chief Executive 
Office, Health Services, 
Public Health, Public Social 
Services, County Counsel 
and Sheriff

(PQA Top Ten)

Problem: The chronically homeless individuals on and around the LAC+USC 
Medical Center campus were using the Emergency Department for primary care, 
draining hospital resources.  The Center sought a way to serve the needs of these 
vulnerable individuals, while reserving the ER for true emergencies.

Solution:  The Department worked with the Medical Center to form a multi-
disciplinary, inter-agency outreach team to divert these individuals to the Exodus 
Recovery Urgent Care Center where they receive integrated treatment of physical  
and mental health and substance abuse issues.  The inter-agency team also 
provides permanent supportive housing.  Individuals enrolled in the project receive 
ongoing services. 

Results:  The population of unsheltered homeless individuals living on the campus 
has decreased and a culture of change has been introduced to this population and 
the hospital staff.

Mary Marx, LCSW
Project Manager
(213) 738-4601
mmarx@dmh.lacounty.gov

Video

http://vimeo.com/58217842
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COLLABORATING WITH OTHERS TO DELIVER IMPROVED SERVICES

Los Angeles County 
Veterans Court 
Public Defender with 
Alternate Public Defender, 
District Attorney, Superior 
Court, Department of 
Veterans Affairs - VA Greater 
LA Healthcare System, and 
Public Counsel

(PQA Best Teamwork)

Problem: With the growing number of veterans in Los Angeles County, more 
veterans are facing charges stemming from substance abuse and mental illness. 
Traditional services have not always adequately met their needs.

Solution: The Veterans Court is a collaborative pilot program to respond to the 
needs of veterans with addiction, mental illness, co-occurring or other military-
related disorders. It combines judicial supervision with treatment services.  The 
Court aims to reduce recidivism and reintegrate veterans back into their 
communities.

Results: Veterans Court combines the close supervision of the judicial process with 
federal and local resources to protect the public, reduce recidivism and reduce 
County costs. Veterans have reclaimed their lives and reintegrated back into their 
communities. Thousands of State and County custody bed days have been avoided 
and over 10,000 days of treatment and ancillary services were provided. The 
program continues to address the special needs of these veterans.

Joanne Rotstein
(213) 974-3036
jrotstein@pubdef.lacounty.gov

Video

http://vimeo.com/58217761
http://vimeo.com/58217761
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Client Assessment 
Recommendation and 
Evaluation (CARE)
Public Defender

(Department Visit 
June 27, 2012)

Problem: Youth with mental disabilities are disproportionally represented in our 
juvenile delinquency courts. Youth with mental illness, special education needs and 
developmental disabilities require individualized services and resources to help 
redirect their lives and avoid unnecessary costs.

Solution:  The Public Defender created CARE and teamed psychiatric social 
workers and mental health/special education resource attorneys with juvenile court 
Deputy Public Defenders to assess, identify, and make effective recommendations 
to the Court to address the special needs of youth at the earliest stage of the court 
process.

Results:  Youth with mental disabilities and special education needs were identified 
and assessed. Services were secured that enabled the youth to remain in the 
community or in the least restrictive alternative. Seventy-eight percent (78%) of 
CARE youth in 2011-12 were successful in not recidivating within one year of their 
court disposition. In addition, unnecessary expenditures on detention and placement 
were avoided.  
 


Joanne Rotstein
Productivity Manager
(213) 974-3036
jroststein@pubdef.lacounty.gov

Public/Private Partnership 
for Online Learning
Public Library

(Department Visit 
July 11 2012)

Problem: There was an increasing number of customer requests for training, 
including requests for computer and job skills training.

Solution:  The Library partnered with Job Scout, an online learning platform that 
teaches basic internet skills, to provide specialized training for Library patrons.  In 
addition, the Library is developing a lifelong learning portal which includes Ed2GO, a 
new online database that offers interactive courses.

Results:  Improved customer service which provides County residents access to 
training which otherwise might not be available.

Ken Kramer
Productivity Manager
(562) 940-8559
kkramer@library.lacounty.gov
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Supervisorial Redistricting 
Public Access Plan 
Chief Executive Office with 
Regional Planning, Internal 
Services Department, County 
Counsel, Board of 
Supervisors Executive 
Office, Registrar-Recorder, 
and Chief Information Office

(PQA - Commissioners' 
Memorial Award)

Problem: The process of redistricting had historically been a complex endeavor 
conducted by a few experts. The Board of Supervisors, however, wanted a Public 
Access Plan that included public participation.

Solution: Well orchestrated collaboration between seven departments yielded a 
user-friendly redistricting web-site, numerous “Open House” informational meetings, 
public boundary review committees, and extensive media outreach. This culminated 
in free user-friendly mapping software and online technical training/in-person 
consultation.

Results: Public participation in the 2011 Census doubled, and in some categories, 
tripled. The redistricting website had 30,000 unique hits and 19 redistricting plans 
submitted compared with 2 plans in 2001. The improvements created a truly 
democratic redistricting process.

Frank Cheng
(213) 893-7938
fcheng@ceo.lacounty.gov

Video

Innovative Child Support 
Collection Programs
Child Support Services

(Department Visit
April 30, 2012)

Problem:  Ensuring that child support payments are paid in accordance with the 
court order is an ongoing challenge in the diverse and complex Los Angeles 
community.

Solution:  The Department developed multi-pronged initiatives and interventions, 
including an early intervention credit card campaign and an incarceration outreach 
program, targeting cases for expedited process.  They also developed a 
WorkSource Collaboration Project, Delinquency Call Campaign, Fatherhood 
Initiative, and expanded the Civil Contempt Process.

Results:  Child support collections were increased to 57.5% through these 
innovative programs.

Jennifer Coultas
Productivity Manager
(213) 639-2727
jennifer_coultas@cssd.lacounty.gov

New Ways to Deliver Service

http://vimeo.com/57077271
http://vimeo.com/57077271
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Chagas Disease: First 
Center of Excellence
Health Services/Olive View-
UCLA Medical Center

(PQA Personal Best)

Problem: Chagas Disease (CD) is a deadly illness that affects an estimated 
300,000 in the U.S. The largest complications in treatment are a lack of awareness, 
perceptions that it is “untreatable,” and an infected population that is less educated 
and lower socioeconomically. Lack of treatment can lead to heart failure.

Solution: In 2007, Olive View-UCLA Medical Center opened the first clinic in the 
U.S. that was devoted to studying and treating CD. It has been designated a Center 
of Excellence by the CDC and serves as a referral center for the Red Cross.  The 
Center has developed a very active, predominantly volunteer-based, outreach 
program where it goes into the community and tests Latin American immigrants at 
risk for CD.

Results: Over 3,000 Latin Americans have been screened for CD across the San 
Fernando Valley with a prevalence rate of about 1:100. Treatment is important 
because it either cures or significantly delays the progression of disease.  We need 
to prevent the long-term, devastating complications of CD. CD should no longer be 
viewed as an exotic disease and individuals at risk should be tested.

Sheba Meymandi, MD
(818) 364-4289
smeymandi@dhs.lacounty.gov

Video

http://vimeo.com/57077385
http://vimeo.com/57077385
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Mommy and Baby (LAMB) 
Surveillance Project
Public Health

(Department Visit
February 29, 2012)

Problem:  Countywide population-based information was necessary to help realize 
the goal of improving maternal health during pregnancy and protecting the health of 
both  mother and baby.

Solution:  An extensive surveillance project, involving over 6,000 women, resulted 
in collection of comprehensive data. The data was shared with DPH as well as 
community partners to assist them in prioritizing their health care efforts for mothers 
and infants.

Results:  A LAMB databook is now used extensively by the many collaborators and 
health care providers.  The project has won many awards and provided information 
to countless health care organizations and providers.

Catherine Mak
Productivity Manager
(213) 989-7240
cmak@ph.lacounty.gov 

Enhancements to the GR 
SSIMAP Advocacy 
Program 
Public Social Services with 
Health Services, Mental 
Health and Sheriff

( PQA - Top Ten Award)

Problem:  General Relief (GR) case loads and costs were increasing, threatening 
the quality of service.  

Solution: DPSS developed a GR Restructuring Plan to strengthen advocacy 
services assisting physically and mentally-disabled GR participant apply for 
Supplemental Security Income (SSI).

Results: Approvals for SSI increased by over 31%. Individuals approved SSI 
achieved great self-sufficiency due to an increase in monthly allowance from $221 
(GR) to $830 (SSI). County costs for the GR program are reduced with each 
approval.

Leticia Colchado
(562) 908-5861
leticiacolchado@dpss.lacounty.gov

Video

http://vimeo.com/58217837
http://vimeo.com/58217837
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Vital Records Mail 
Processing 
Registrar-Recorder/County 
Clerk

(PQA - Silver Eagle Award)

Problem: The birth, death and marriage section of the RR/CC processes 70,000 
documents annually and services over 2,000 customers daily, with a 17 day mail 
backlog for customer responses. Decreasing the backlog without increasing staff 
during the slow economy was the number one priority.

Solution:  RR/CC received $60,000 grant from QPC to train six staff members in 
the Lean Six Sigma methodology, using data and analysis to find ways to improve 
quality. The Six Sigma team recommended solutions for the Vital Records Mail 
process.

Results: The team eliminated over 30 unnecessary steps and handoffs, creating a 
faster processing time. This allowed staff to be reassigned to other critical areas. 
Mail processing time was reduced from 17 days to 1 day.

Sandra Spencer
(562) 462-2814
sspencer@rrcc.lacounty.gov

Video

Voting System 
Assessment Project 
(VSAP)
Registrar-Recorder/County 
Clerk

(Department Visit
May 2, 2012)

Problem: The current voting system does not offer the technical and functional 
elasticity to continue to accommodate the growing and diverse electorate of Los 
Angeles County.

Solution:  The Department launched the Voting System Assessment Project,  an 
open and transparent process that incorporates the public, to develop guidelines 
and goals for a new voting system.  

Results: Establishment of a set of principles that will help guide the development of 
a voting system which is accessible, accurate, secure, transparent, and meets the 
needs of Los Angeles County. The open, participatory approach results in a higher 
level of public trust.

Ann Smith
Productivity Manager
(562) 462-2665
asmith@rrcc.lacounty.gov

http://vimeo.com/58217763
http://vimeo.com/58217763
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Education-Based 
Incarceration
Sheriff

(Department Visit 
April 2, 2012)

Problem:  Many incarcerated offenders do not have the life skills necessary to earn 
a living wage, find housing and remain sober.

Solution:  The Sheriff created an "Education-Based Incarceration" program to 
invest in offenders through education and rehabilitation, including Cognitive 
Behavioral Therapy, formal education and post-incarceration services.

Results:  Participation in the jail-based educational programs has resulted in a 
supportive rather than punitive jail environment, creating a safer facility for inmates 
and personnel as well as a reduction in recidivism.

Michael Bornman, Captain
Program Manager
(213) 473-2999
mlbornma@lasd.org
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Social Inclusion Campaign
Mental Health

(Department Visit
February 23, 2011)

Problem: The stigma and discrimination associated with a diagnosis of mental 
illness prevents people from speaking about their problems and seeking help. They 
can wait months, sometimes years, without receiving help until they are in crisis. 
The resulting damage to a person's sense of well-being can prevent them from 
being an independent, productive member of the community.

Solution:  When others hear stories of how persons with mental illness successfully 
manage their illness, the stigma decreases. The Department collaborated with high-
profile personalities to produce the Profiles of Hope series and Public Service 
Announcements, which show the barriers and breakthroughs of highly successful 
persons with mental illness. The series promotes acceptance and inclusion of 
people with mental health issues.

Results:  The targeted video program resulted in a greater awareness of mental 
health issues, increasing acceptance of those suffering with these issues, and 
increasing the likelihood that those diagnosed will feel less stigmatized and seek 
treatment.

Kathleen Piché, L.C.S.W.
Public Affairs Director
PH: (213) 738-4041
Cell: (213) 507-2976
kpiche@dmh.lacounty.gov 
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