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Serve over 2 million
residents

2,600+ staff

3 Regions + Virtual
Contact Center
Mobile CSO

52 community
service offices
Central Document
Imaging Unit

2 HUBS

But we didn’t always look like this...




Per Month

2 million phone
calls

1.5 million
unique lobby
visits

Forced

disconnects 50%-
70%

200,000
documents
backlogged

45 days old

4000 hours of
Overtime

Total Caseload
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The Courage 1o Change Our Process

2007

Standardized

Training & 2012

Lol FIoC (zl?Ji?ity Systems 2019
Procedures 2013 berformance
Consolidated Shared Workload

Call Center RESPECT Management

2010 2015
LEAN Workforce

Service Management
Delivery

Redesign (SDR)




The Courage to Change our Culfure
ONE CSD

2007
Standardized
Training &
CSCC
Procedures
Consolidated
Call Center

2012
PIOC
2013

Shared Workload

RESPECT
o

2010
LEAN

Service 2012
Delivery 2013
Redesign (SDR)

Standardization

70 Call Centers to One
LEAN

Service Delivery
Redesign

Process Improvement
Teams

Shared Workload -
DMS Queue

Same Day Service
First Contact
Resolution

RESPECT




The Courage to Change our Culfure
Getting Better Together

2007

Standardized

Training & 2012

CSCC PIOC

Procedures 2013
Consolidated Shared Workload
Call Center RESPECT

2010 2015
LEAN Workforce

Service Management
Delivery

Redesign (SDR)







Workforce
Management

Forecasting &
Scheduling

Leave

Meetings & Training
Lobby/Phones
Breaks/Lunches

One week schedules
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Performance
Management

Scorecard

Coaching Tool
Key Performance
Indicators
Everyone Sees the
same information
Self-Management

PERFORMANCE

Statewide CSCC - 7

- Statewide CSCC Analyfics

v (1) Compare - Violume

v (1) Statewide CSCC ED - Vol

v (1) Statewide CSCC ED-Ea...
Statewide CSCC - Produc...
Statewide CSCC - DPAT...
Statewide CSCC - Non-Q...
Statewide CSCC - Leave

- Sigtewide G300 Operations

Score | Actual | Goal
v 649 0
v 649 0
v 7,791.23 0.00
v 9,036.00 0.00
v 7,086.00 0.00
v 681.00 0.00
v 120.00 0.00
v 92.8% 80.0x
‘ 99.3% 95.0%
- Pt 100.0% 95.0%
v 86.2% 80.0x
- BN 110.0% 110.0%
‘ 78.4% 700
80.2x 70.0:



Speech
Analytics

Records and
Transcribes 100% of
all calls

Screen Records 20%
of all calls

Mine and analyze
iInformation
Supports Quality
Monitoring &
Telephonic Signatur

CATEGORY LIST  pisplaying 26 categories

Find Categaries Q
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Emetions

Equal Acoess

Food

Healthcare Reform
Include non-C50 Ref...
Lack of FCR

Letters

Mawigator Greafing F..
Megative Case Actions
Mo Benefits

Mon-CSD Calls
Puositive Emotions
Repsat Callers
Reviews

Rights and Responsib. ..
Simphfied Reporfing
Telephonic Signature
WorkFirst
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Quality
\i¥elalhgelgiale

© " Form: | Coaching packag... - | T
The QM Program -
m e O S U re S p rO C e d U re S Employee: Anderson, Shelley L. QOrganization/Group: | 15604 -

adherence o the vt Mayes, st L AgetName: el Sabna R
Consistent and accurate

feedback to our staff | meegeecsmernd |
Provides coaching T
opportunities for |

Customer identified as needing ) Yes

improvement Limied nglh Pofency (EP) |

AN

@ Greeting  (Filled: 0 of 3)

() Yes (O No (O NA



https://csd.esa.dshs.wa.lcl/procedures/CSDProceduresHandbook/index.html

Benefitse

OQur
Community

 Supports One CSD Model

» Reduced Disconnects

* Reduced Lobby Average Wait
Times

 Reduced Case Volume Average
Ready Days



Our Results
CSD Lobby Average Wait Times

June 2013 - Feb. 2019
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——BLU - Eligibility Reviews/MCR ——GRN - Non-TANF Interviews ——GRA - Verification Processing




Results
Reduced Forced Disconnects
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More
Results

Benefits:

Customer
Staff
CSD
State of
WA

 Data Driven Process
Improvement

* Promote Coaching Culture

 Self-Management

« Standardized KPI's

* Customer Contact Insight

 Fraud Detection

* Telephonic Signatures

» Batch Prompting

 Supports teleworking & remote
supervision

» Alternate Work Schedules




The Confinuous Improvement
Journey in CSD Service Delivery

2007

Standardized

Training & 2012

CSCC PIOC (zl?Ji?ity Systems
Procedures 2013 Performance
Consolidated Shared Workload Management
Call Center RESPECT

2010 2015 2019
LEAN Workforce TCM

Service Management COACH
Delivery 2018 REDI

Redesign (SDR)

Reduce Poverty by 50% by 2025




Courage

Connection

Community

Getting Better Together




Courage

Connection

Community

Getting Better Together




