
InTelegy News 

 

Time for a Management Revolution- Using Big Data 

If it seems like InTelegy is talking a lot about data driven management, you are right, 
we are, and thanks for listening. The historical culture change that we are witnessing 
and taking part in is nothing short of phenomenal. The CWDA Vision(s) of ‘No Wrong 
Door’; ‘It is not if but what a client is eligible for’; and ‘Exceptional Customer Service’ 
is being pushed down to the operational level for implementation. In order to realize 
this Vision we are witnessing major shifts in culture and staff engagements resulting 
in service that is faster, more efficient, and with greater accessibility. 
 

This ’juggling’ act is where  Client Needs Based Customer Service™ becomes the new 
mantra and data driven management the new imperative.  
 

The Data Driven Management Revolution:  

Data driven decisions, derived from time sensitive reporting, which elicits 
immediate response coupled with staff flexibility, is the new reality. 

 

This newsletter sheds light on how to participate in the Data Driven Management 

Revolution. I hope you are inspired by its content and join us in the Revolution.                                                                                                                                    

                                 ~Vail Dutto, InTelegy CEO 

 

CSCG  MISSION       

STATEMENT: 

 

 

T h e  C o u n t y 
Service Center 

Group is committed to 
m a i n t a i n i n g  a 
m e m b e r s h i p 
organization which 
promotes continuous 
learning and the 
e x c h a n g e  o f 
information and ideas 
between California 
County Client Needs-
B a s e d  S e r v i c e 
Centers. We partner 
in an ongoing effort to 
i m p r o v e  w o r k 
processes and deliver 
quality service in a 
professional, timely 
and efficient manner. 

 

 

 

 

    NEXT NEWSLETTER: November 2014 

    COUNTY SERVICE CENTER GROUP 

Partnering Together to Deliver Better Client Service 

InTelegy Corporation       ·    www.intelegy.com      ·   1 (877) 478 2255  

August 2014 Vol.5 Issue 1 

 

 

InTelegy would like to introduce two new consultants: Scott Fraass and Deb Perry: 
 

Scott Fraass has 25+ yrs of experience leading IT organizations of all sizes in the implementation of innovative 

process, service, and technology solutions that meet practical business needs.  
 

Deb Perry brings 20+ years of leadership experience in customer care, service delivery and call center operations, 

along with 10+ years in Human Resources and organizational transformation.  
 

October 8-10 CWDA Conference —  InTelegy is proud to be a sponsor for the upcoming CWDA conference. Mark your 
calendars for the annual CSCG reception and dinner on Wednesday, Oct 8th at Roy’s in Anaheim. Watch your email for 
invitations arriving in September. Contact MargaretCondie for additional information. 

The ‘Results Edition’--  the next CSCG newsletter is all about success stories and results from the hard work done over 
the last 5 years. Look for the ‘Results Edition’ in November 2014. 
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The concepts of Data Driven Management have been enthusiastically embraced across many 

county client service centers. Many have also adopted Operations Management meeting 

agendas where daily, weekly and monthly reports are an integral part of their meetings. From 

Executive Management to Supervisors and staff, data is routinely used to evaluate processes, 

identify resource requirements for both staff and technology tools, and make service delivery 

decisions.  This gallant effort has been made even though all of the tools and data needed are 

not available. 

Using the Data Adoption Progression described below, most of the service center counties have 

accomplished Step 1 and parts of Steps 2- but there is still development required. 

 

 

 

 

 

 

 

 

 

 

 

 

 

Reaching Step 5 with access to these volumes and measurements is no small feat.  In order to 

reach these steps you will have implemented a full suite of customer experience support tools: 

Lobby Management System- capturing all walk in traffic and service levels 

Workload Distribution/Task Management tool- capturing intake, continuing workload and the 

distribution of work across the organization 

ACD/Telephone tools- capturing call volumes, inbound and outbound, and measuring service 

levels in distinct categories of call type 

Data Warehouse and Data Access tools and reports- allowing the accumulation and 

summarization of all points of access in the customer experience and in the performance of 

staff. 

Accomplishing Steps 1 and 2,  puts your organization in the perfect spot to implement Steps 3-5. 

Through Data Driven Management you are able to manage and ‘juggle’ your staff more 

efficiently and effectively, while providing excellent service to your customers. 

How to Move 

Towards 

Becoming a Data 

Driven 

Organization 

 

InTelegy methodology 
h igh l i ght s  s e vera l 
i m p o r t a n t  s t e p s 
necessary to position 
y o u r s e l f  t o w a r d s 
becoming a data driven 
organization: 
 

—Pick the right metrics– 
key metrics – that 
capture data you care 
about. We suggest 
operational data such as: 
phone service level; lobby 
wait time; time on task. 
 

—Understand your data. 
By asking the question 
‘what do we know with 
this data?’ you can move 
towards making quality 
decisions based on real 
data and away from 
making decisions based 
on instinct and past 
practices which may 
actually undermine your 
goals. 
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From Building to Optimizing at Santa Cruz County:  Santa Cruz County’s Employment 
and Benefit Services Division (EBSD) has continued to grow and develop their customer 
service offerings. Changes have been made to many of the client access points: lobbies; 
phone; mail-in processes; online options. These modernization efforts took place between 
2006-2013 and new customer access points were developed without standardized 
processes and aligned customer messages. In late 2013 Santa Cruz County EBSD 
embarked on a project called Customer Experience 2.0 - the projects objective is to create 
a coordinated, simplified, consistent and client friendly experience at all access points and 
to transform customer service to a world class model.  This effort started with a Point of 
Access Assessment that included: a review of client calls; in-person contact; online or web 
based access; mail-in processes; print materials including forms, brochures and lobby 
signage;  new access channels including social media and smart phone applications.  This 
effort to optimize the client experience, and in doing so optimizing their staff’s ability to 
provide great service, will continue through 2014. We look forward to reporting back to 
you on the world class customer service from Santa Cruz County. 
 

 

Fresno County continues to expand their service center operation:  Based on the 
success of their service center operations for MC and CF, Fresno decided to expand its 
service center model in spring 2014 to include 17,400 ABD cases to their existing MC and 
CF service center operations.  They have now begun design and implementation efforts to 
bring CalWORKs cases and offices, intake and continuing, into the service center structure 
with a 2015 implementation.  

 

What is on a 

Monthly 

Executive 

Dashboard? 

 

It is not enough to just 
track and measure 
volumes and a few 
s e r v i c e  l e v e l 
measurements.  In order 
to effectively use data 
to help drive business 
strategy the Executive 
Management team 
needs access to data 
and analysis in the 
following categories- at 
the same time and in an 
interrelationship with 
each other: 

 

B e n c h m a r k s  & 
Outcome Measures:  
case volumes, volumes 
by channel, state level 
performance measures 
and benchmarks for 
projections. 

 

Service Levels by 
Function:  For phone, 
task and lobby- volumes 
vs. projections, service 
level measurements vs. 
objectives, trends from 
previous months. 

 

S t a f f i n g  a n d 
Productivity Data:  
Staff availability by 
f u n c t i o n ,  s t a f f 
productivity by activity 
type. 
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Don’t just take our word for how important data driven management is to your operations.  Below are 

quotes from several key players in management theory: 

"Measurement is the first step that leads to real understanding and eventually to improvement.  If you 

can’t measure something you can’t understand it.  If you can’t understand it, you can’t manage it.   If 

you can’t manage it, you can’t improve it.”                               

                                                                                                                       H. James Harrington 

“The evidence is clear: Data-driven decisions tend to be better decisions. Leaders 

will either embrace this fact or be replaced by others who do. In sector after sector, companies that 

figure out how to combine domain expertise with data science will pull away from their rivals. We can’t 

say that all the winners will be harnessing big data to transform decision making. But the data tells us 

that’s the surest bet.”                                                                                                                                                   

                 Jim Harris– SAS White Paper 

“the goal is more than just managing your data the goal is improving your organization. Data can be 

the difference between business success and business failure. Better data leads to better decisions, 

which ultimately leads to better business.”                                                                                       
                                                                                                  T. Fisher: The Data Access 

“ Operational data is the lifeblood of your organization because a solid foundation of high quality data    
supports high - quality business decisions.”                                                                            

                      T. Fisher: The Data Access 


