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Periodic Licensing
Survey as Needed

Appeal Review and
Response as Needed

LTC Provider Appeals

Complaint and/or
Investigation Survey
as Needed

Provider Submits
Initial Application or
Report a Change

Application Review
for Licensing and/or
Certification

Licensing &
Certification

Life
Cycle

Survey as Needed /
Approval of
Certification

Approval and
Issuance of License
or Change Reported

Complaint Received
and/or a Facility
Reportable Event

Customer

. Central Office

Field Office

Central and Field

Office
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Overall Scope and Severity

HIGH

MODERATE

LOW
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-ormer Performance
mp

rovement Management

Relied on Outside Contractors

e Hubbert, Chang Associates, Gartner,
Miscellaneous Contractors

No Internal Structure or Process

e Lack of sustainability and buy-in
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Performance
Improvement Management

Performance Improvement Management e
rogram
(PIM) Program Governance Structure Executive Sponsor

As Needed a Pool of “Enablers” [e——— D:\::tmrbﬁfii
® Financeand Budget PIM Program Executive i o} =
* Policyand Legal Steering Committee ' Deputy Directors=Frogram,
e  Training Financeand IT
e Public Information Office * PMO Director

e Others asdeemed necessary

Members:
. Lead by PMO Director
®  Project Managers
PIM Operations Team .
.

Busit SME and Technical Lead of each Project
Executive Identified CDPH Business and Technical
Representative

e Others asdeemed necessary

PIM Workstreams

Complete
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Not Yet Started
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Performance Improvement
Achievements

Myfi Wireless Packets Enterprise-wide
Routers automated

systems
Website upgrade

Smart Phones
Stakeholder

Online Customer

Portal system
and Web based
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Performance Improvement
nitiatives
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Regulatory
Interpretation
Section

Policy and
Procedure
Governance

Centralized
Program Flexes

Complaint/FRI
Standardization Backlog

Debt Free 2021

State-wide
Triage System

Strategic
Surveyor Usage

Training

Re-engineer
State-wide
Survey Training

Center- wide
Training and
Onboarding

Program

High Tech/High
Touch Approach

Diversify the
Workforce

Telework

Internal
Communication
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Draft Organizational Structure

CHCQ Deputy Director

PIM Office -

Assistant Deputy
Director of Northern
California Field
Operations
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Assistant Deputy Assistant Deputy
Director of Southern Director of the
California Field Licensure and
Operations Certification Division

Assistant Deputy Assistant Deputy

Director of CHCQ Director of Public
Internal Operations Policy and Prevention
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| Current Workload in the Field
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Future Regional Workload
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Stakeholder Engagement

\
‘ Individual Meetings
{

‘ Town Hall Local Meetings
|

‘ Collaborating Opportunities

/
‘ Email/Phone/ Survey
)
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