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• https://youtu.be/dwFDKbd7d30 

https://youtu.be/dwFDKbd7d30


 

 

How We Serve 

California 

Increase 
Access 

Maintain 
Quality 

Decrease 
Cost 
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• State Licensing 

• Federal 
Certification 

io
n

s 
ct

u
n

F
p

o
rt

 
u

p
S

y 
o

r
gu

la
t

e
R

• Central 
Applications 

• Provider 
Certifications 

• Appeals 

• Criminal 
Investigations 

• Medical 
Breach 

• Staff Audits 

• Emergency 
Preparedness 
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• Legislative Analysis 

• Regulation Writing 

• Policy Governance 

• Healthcare 
Associated 
Infections 

• Research Data and 
Metrics 

• External 
Communications 
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• Fiscal 

• Contracts and 
Grants 

• Personnel 

• Training 

• Capital Asset 
Management 
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Who We Are 

California Department of Public Health 
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Provider Submits 
Initial Application or 

Report a Change 

Periodic Licensing 
Survey as Needed 

Application Review 
for Licensing and/or 

Ce1titication 

Appeal Review and 
Response as Needed 

LTC Provider Appeals 

Licensing & 
Ce rt i fi cation 

Life 
Cycle 

Complaint and/or 
Investigation Survey 

as Needed 

Complaint Received 
and/or a Facility 
Reportable Event 

Survey as Needed / 
Approval of 
Certification 

Approval and 
Issuance of License 
or Change Reported 

Central Office 

Central and Field 
Office 

] 

] 

California Department of Public Health 



  

 
Missing Functions 
-PIM 

Recruitment 
Old Regulations 

Retention 
Work : Staff Ratio 

-LGA/OPA 
-Internal Com 

Uneven Workload 
 Lack of 

Culture of Distrust 
Hierarchy Structure 

-LAC Manager standardization  Manual Processes 

HIGH 

MODERATE 

LOW 
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LJMITED PATTERN WIDESPREAD 

Overall Scope and Severity 

California Department of Public Health 
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Former Performance 
Improvement Management 

Relied on Outside Contractors 

• Hubbert, Chang Associates, Gartner, 
Miscellaneous Contractors 

No Internal Structure or Process 

• Lack of sustainability and buy-in 

California Department of Public Health 



Performance Improvement Management 
PIM Program 

(PIM) Program Governance Structure Executive Sponsor 

MClfflbet rs: 
As Needed a Pool of " EnablersN 

CDPH Dl"ector 
Finance and Budget Pl M Program Executive 

Deputy Directors-Program, 
Policy and legal Steering Committee 

Finance and IT 
Training 

PMO Di"ector 
Public Information Office 

Others as deemed necessary 

Members: 
Lead by PMO Director 
Proj ect Managers 

PIM Operations Team Business SME and Technical Lead of each Project 
Executive Identified CDPH Business and Technical 
Representative 
Others as deemed necessary 

Pl M Workstreams 

Active 

Project 
Proposal 

  

Current Performance 
Improvement Management 

California Department of Public Health 
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Performance Improvement 
Achievements 

Enterprise-wide 
automated 

systems 

Stakeholder 
Customer 

Service 

Portal system 
and Web based 

Automated 
Processes 

Electronic 
Roadmap 

Packets 

Website upgrade 

Online 

Applications 

Myfi Wireless 
Routers 

Smart Phones 

Tablets 

Mobile Technology 

California Department of Public Health 
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Performance Improvement 
Initiatives 

Diversify the 
Workforce 

Telework 

Internal 
Communication 

Recruitment 
and Retention 

Re-engineer 
State-wide 

Survey Training 

Center- wide 
Training and 
Onboarding 

Program 

High Tech/High 
Touch Approach 

Training 

Debt Free 2021 

State-wide 
Triage System 

Strategic 
Surveyor Usage 

Complaint/FRI 
Backlog 

Regulatory 
Interpretation 

Section 

Policy and 
Procedure 

Governance 

Centralized 
Program Flexes 

Standardization 

California Department of Public Health 



  

Cal ifornia Department of Public Health Mls1lnc Functions 

Center for Health Care Quality Performance Improvement Management 
Public Relations 

Web Owner/Content Editor 
Internal Communk::atlons 

Legislative Liaison 
CHCQ Operator 
CHCQ Training 

-"-11 llopliy Oncl0r 
C.E.A(B) 

SCCGvtvana 
58IHI00-7500-001 

------ -· .:::=.. 
---· ---- ---· ------- ----· -------- ·--- --- -· --· ... 

t":'=:, 
SSIU 

... 
--""' ------· • 

.,. 
... 

t\jgclcly -.. .__ • 
le Ult....,Cllllt --· 

.- ~---------------=_"!.-_~ ______________ _ ~ - -. ~\

~~~RH 
PublicHealth 

Former Organizational Structure 

California Department of Public Health 
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California Department of Public Health 

The Proof is in the Process 



  

 

   
  

  
   

 
 

CHCQ Deputy Director 

Assistant Deputy 
Director of Southern 

California Field 
Operations 

Assistant Deputy 
Director of the 
Licensure and 

Certification Division 

Assistant Deputy 
Director of CHCQ 

Internal Operations 

Assistant Deputy 
Director of Public 

Policy and Prevention 

PIM Office 

Assistant Deputy 
Director of Northern 

California Field 
Operations 
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Draft Organizational Structure 

California Department of Public Health 
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Former District Based Workload 

California Department of Public Health 
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Current Workload in the Field 

California Department of Public Health 
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Oisplaye<IB~ 

Olsbict:Offke 

Provider Type 

0(AII) 
01..LTC 
0 2_Non-LTC 
0 4_Mlsslng/lnvalid 

Facility Status 

0(AII) 

·] 

0 Certified and lken , 

@ Certified Only 

0tl<EnsedOnly 

Facility Type 

[(AIQ 

Deemed Status 

0(AII) 
@Null 
@ CHECK· DEEMED 
0CHECK·NOTOEEM . 
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0N/A 
@NOT DEEMED 

DlstrlctOffk:e 
(All) --.7 
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Size~ 
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CHCQ Workload Dashboard 

Al l Surveys by Facili ty 
Select one or more r.JCI/Jtfes to Riter the re.st of the dashboard. . ······ ··•··· .... , ..... , 
. ·.·, ... 
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Surveys Chart 

·············•·· ········•· ., ... 

Bakersteld • !lf~-113,870 
Chlc:O --Z,632 

4,789 

3.840 

Dlsp/ayed Dimension 

■ Balcersf'leld 
IIIChko 

■ EutSay 
.............. 1 EJ Fresno 

~ ■ Los Angel~ 

Utah 

f OmnotCot1my 
·· ■ Riverside 

0 Sacra1Mrrto 

■ S.n Bemordlno 

■ S.nOie.go 

■ San Frandseo 
{iJ SanJOSe 

■ S.ntaRou 
StateFaellrtaHSecti 

■ Ventura 

, ...... 
■ Intake.Only Surwy 

■ OtherJ,ed.,.turveyt 
■ Recc;rilficltkin 
■ Rejtunswe 

Future Regional Workload 

California Department of Public Health 



Stakeholder Engagement 

Individual Meetings 

Town Hall Local Meetings 

Collaborating Opportunities 

Email/Phone/ Survey 
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Questions and Comments 
California Department of Public Health 




