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The Phone Interview Process…A Step Towards 
Modernization 

In response to increased pressure to modernize, counties are creating ways to achieve better 
service and greater efficiency that has never before been imagined. With the addition of 
online applications and call centers, the shift from face-to-face to phone interviews is quickly 
becoming a growing trend. 

The phone interview is another method that counties can utilize to modernize client service 
delivery by making it easier for clients to apply and receive benefits approval.  Implementing 
phone interviews can provide the following immediate benefits: 

Reduce lobby crowding 

Simplify benefits application process which can improve penetration rates 

Eliminate resource inefficiency when clients miss interview appointments 

However, the change from face-to-face interviews to phone interviews does not come without 
its own set of hurdles and challenges.  It is important that a county thoroughly understands 
the phone interview process so that long lobby lines are not replaced by lengthy call wait 
times, busy signals at the county office and extensive telephone tag.  By understanding client 
behavior and adjusting the phone interview process to accommodate it, counties will ensure 
that phone interviews provide clients with faster and easier benefits determination as well as 
realize an increase in process efficiency for county staff. 

I would encourage you to attend our next scheduled webinar titled "The Phone Interview 
Process” which will be held on Thursday, September 20 at 11:00am PST. This webinar will 
expand upon today’s newsletter topic by reviewing a recommended phone interview process, 
the benefits this process can provide and how a county can overcome challenges they may 
face when adopting phone interviews into their client service delivery model. 

Vail Dutto~CEO, InTelegy 

 

CSCG  MISSION       

STATEMENT: 

 

T he County Service 
Center Group is 

c o m m i t t e d  t o 
m a i n t a i n i n g  a 
m e m b e r s h i p 
organizat ion which 
promotes continuous 
learning and the 
exchange of information 
and ideas between 
California County Client 
Needs-Based Service 
Centers. We partner in 
an ongoing effort to 
improve work processes 
and deliver quality 
s e r v i c e  i n  a 
professional, timely and 
efficient manner. 
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“No show” rates for interview appointments can be 
as high as 60% in some counties and the staff time 
for rescheduling is significant.  Current interview 
processes, for both face-to-face and phone 
interviews, often lead to missed appointments and 
multiple rescheduling efforts.  Appointments are set 
without client input, appointment notification letters 
are sent days prior to the scheduled appointment 
date and rescheduling is done by staff that cannot 
perform phone interviews.  One method to 
circumvent these issues is to provide a client with 
the ability to call into a service center at a time that 
is convenient to them to conduct their phone 
interview. By doing so the customer connection 
rate can increase upwards to 95% if adequate 
resources are scheduled to manage the inbound 
call volume.  By realizing client behavior, a service 
center can develop phone interview processes that 
support and encourage client actions. 

 

  

The majority of California counties are moving towards 
providing their clients with new contact methods that support 
easier and faster client service delivery.   CWDA reports that as 
of June 2011, all counties provide their clients with the ability to 
complete benefits applications online.  Meanwhile, 57 counties 
offer CalFresh clients phone interviews in lieu of face-to-face 
interviews. 

 
Access Results from Client Needs-Based Service Centers: 

 

 31% of clients use online CalFresh applications* 

 20-40% reduction in lobby traffic at county 

locations that utilize phone interviews** 

 18-35% clients use self-service options 

 40% of clients utilize a call center to receive 

benefits information 
 

*1 county      **4 counties 
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In the suggested process below, an EW is assigned to a 

client application and initiates calling the client directly to try 

and conduct the interview prior to assignment of the phone 

interview appointment.  If the EW cannot reach the client 

through repeated attempts, a voicemail is left with the date 

and time of the scheduled phone interview and the client is 

also provided with the option to call the county directly to 

conduct the phone interview at any time.  Following the 1st 

outbound contact, an interview notification letter is mailed 

to the client to confirm the scheduled phone interview date 

and time. 

If the client has not called in, the second outbound phone 

contact made by the EW to the client is at the scheduled 

phone interview date and time.  If the client is unavailable, 

the EW leaves a voicemail with the county call center 

contact information and a notice is sent to the client 

informing them of their missed appointment.   

At this point in time it is the responsibility of the client to call 

the county and conduct the phone interview otherwise the 

application will not proceed towards benefits determination.  

It is upon completion of the phone interview that the client 

application is processed for benefits determination.  

Throughout this phone interview process the client has the 

opportunity to call the county office directly to conduct the 

phone interview at a time that is convenient to them.  

It is important that the phone interview process supports 
both inbound and outbound client reach methods.  By 
blending inbound and outbound phone contact methods, 
a county can ensure success of their phone interview 
program.  The phone interview can be conducted through 
one of the three contact points listed below: 

 Outbound Contact #1- An EW calls the client 

before the phone interview is scheduled.  Once 
an EW is assigned to a client application, the 
EW’s first step will be to immediately place 1-3 
outbound calls to the client within the same 
hour to try and conduct the phone interview. 

 Outbound Contact #2- An EW contacts the 

client at the scheduled interview date and time.  
This would be the 2nd outbound call that an EW 
places to the client.  If the client is not reached, 
the phone interview would be re-scheduled for 
a later date and time. 

 Inbound Call- This is when a client calls the 

county directly.  The client would call the 
county at any time that is convenient to them 
regardless of having a scheduled phone 
interview date and time. 

Below is a chart that outlines a recommended inbound 
and outbound phone interview process.  This proposed 
method provides a client with multiple opportunities for an 
interview to be scheduled and conducted via phone. 

At each failed client 
reach attempt, an 
EW leaves a 
message  w i t h 
information on how 
the client can 
contact the county 
at a time  that is 
convenient to them 
to conduct their 
phone interview. 
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The fall of 2012 will be busy with service center activity. We are excited that four Client 

Needs-Based Service Center launches are planned between the months of October and 

December 2012. San Francisco County’s CalWORKs division will launch an intake and 

carrying operation in October and in November San Francisco’s CalFresh division will 

expand their existing Needs-Based Service Center to include intake operations. Also in 

October, Contra Costa County will launch their Medi-Cal, CalWORKS, and CalFresh Client 

Needs-Based intake operation at their pilot site in Hercules. Meanwhile, San Mateo County 

will expand their Client Needs-Based Service Center to include all of their intake operations 

by early December.   

Tulare County 

Tulare County recently launched an inbound/ outbound phone interview process for their 

CalFresh, CalWORKS, and CalFresh/Medi-Cal combo applications received by way of 

Benefits CalWIN, mail-in, drop-off and fax.  Early results indicate the initial outbound phone 

contact to interview clients has produced a 95% contact rate, where 15% of clients called 

back into the department when the initial outbound call did not reach them. 

This process has been especially effective with CalFresh applications but also effective with 

CalWORKs applications. CalWORKS applications still require a face-to-face interview but 

Tulare has found that starting the interview process by phone increases the effectiveness 

and efficiency of the complete CalWORKs applications process. The initial phone interview 

helps ensure that the client is prepared for the face-to-face interview with the necessary 

verifications and the EW has the information needed to complete the application processing 

more quickly. 

Since launch of the inbound/outbound phone interview process, Tulare has processed 1,640 

applications within an average of 6 days. This improves the timeliness of issuing benefits and 

increases the overall penetration rate. 

Placer County 

An inbound/ outbound phone interview process was also recently launched at Placer County 

late last year.  Results show that Placer clients prefer online, phone and self-service contact 

methods. 64% of clients who utilize online applications prefer a phone interview vs. face-to-

face.  For programs that are supported by BCW, a downward trend of client walk-in traffic 

was experienced that directly correlates to increased client utilization of online applications 

and good call handling service levels. Placer saw a 153% increase in call volume and 22% 

decrease in lobby traffic while having a 14% increase in overall caseload.  Results from a 

recent client satisfaction survey show client satisfaction is up 96% for courteous staff and 

93% for overall handling of client issues with 91% of clients reporting that they received 

service with one phone call vs. 61% before the service center. 

 

Phone Interview 

Process 

Challenges 

 

Adopting the phone 
interview process into a 
county’s client service 
delivery model does come 
with its own set of 
challenges.  Below is a list 
of the most common 
pitfalls a county may face: 
 

 V e r i f i c a t i o n 

documenta t i on 
and statement of 
fact revis ions 
c a n n o t  b e 
submitted online 
and must be 
m a i l e d  o r 
de l i ve red  i n -
person  

 Inbound phone 

interview cal l 
group is not 
s c h e d u l e d 
appropriately to 
support  peak 
client call volume 

 Documents are 

not imaged at 
p o i n t - o f - e n t r y 
which can delay 
benefits approval 

 Inbound phone 

interview cal l 
group can be idle 
during low call 
volume periods 
u n l e s s  a l s o 
a s s i g n e d  t o 
perform tasks 

 
We will explore these 
challenges and strategies 
to overcome these 
hurdles during our 
scheduled webinar on 
Thursday, 9/20. 
 

CSCG Quarterly Conference Call —  Mark your calendars for the next CSCG conference 

call which will be held on Thursday, September 20 at 11:00am.  Topic:  The Phone 

Interview Process.  Your conference call access information will arrive in your email box.  

Please contact Kim Van Horn if you need more information. 

Archived Webinar Presentation — The materials presented during the "Staff Modeling in a 
Needs-Based Service Center" webinar can now be found at http://intelegy.com/
management/county-service-center/resources for your reference. 
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