June 19, 2015

Ms. Sheryl L. Spiller

Director

Department of Public Social Services
12860 Crossroads Parkway South
Industry, California 91746

Dear Ms. Spiller:

On behalf of the Quality and Productivity Commission, thank you
for giving us a comprehensive overview of the accomplishments
and challenges of Public Social Services during the Department
Visit on June 17, 2015.

Commissioners were quite impressed with your department’s
holistic and caring approach to providing effective, timely and high
quality service to our diverse communities. Collaborative partners
such as Gensler, Inc. will also provide valuable information and
recommendations directed at further enhancing customer service.

Your department’s leadership in the current digital age continues to
provide other County departments with service models that address
our customers’ need for flexibility and self-service options.

During our last visit, you shared a vision of bridging the gap
between legacy systems such as LEADER, a case management
module, with new technology. We are pleased to see that the
LEADER Replacement System has undergone extensive testing,
and on track for a pilot as early as September, 2015.

Members of the Commission also were impressed with your
productivity and quality improvements in the following areas:

e Enhancing the DPSS Mobile App with imaging software that
allows clients to upload documents and locate the nearest
ATM that does not levy a surcharge

e Creating the “We Care Card” for customers to immediately
comment on their service experience and staff interaction
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e Collaborating with the Department of Public Health on a promotional campaign
targeting CalFRESH clients and encouraging healthy food selections

e Extensive use of the Interactive Voice Response system to communicate with In-
Home Supportive Services clients in English and Spanish on issues such as lost
timesheets and the process to resubmit them; the IVR system handles more than
100,000 calls per month, reducing the calls to IHSS offices

e Adopting as a “best practice” the use of quality and productivity criteria when
considering new DPSS programs and initiatives

We look forward to working with your Department on:
e Promoting the DPSS success story
e Identifying funding to analyze trends including self-service options and other
information gleaned from call center customers
o Entries for the annual Productivity and Quality Awards program

Thank you for an informative Department Visit. We will continue to work closely with you
and your Productivity Managers, Kimberly White and Maria Rivera. Please contact
Victoria Pipkin-Lane, our Executive Director, at (213) 974-1361 for additional
information.

Siyrely,
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