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 For over 40 years, Deloitte has collaborated with California state officials to deliver vital services 
and benefits to many of the state’s most vulnerable children and families.

 A trusted advisor, Deloitte has helped California improve public safety, develop its workforce, solve 
complex business issues, and upgrade outdated technology systems to provide higher quality 
service at lower cost to taxpayers.

 Deloitte provides its national expertise and specialized services to California state government in 
the areas of Health and Human Services; Administration and Finance; Education; Tax and  
Revenue; and Transportation and Motor Vehicles.

EDD - Disability Insurance Automation
Implementing a state-of-the-art electronic system to expand 
access to services, improve service delivery, detect and 
prevent fraud and abuse, and save taxpayers money.

EDD - Continued Claims Redesign 
Modernizing Unemployment Insurance system to accelerate 
payment of benefits to millions of unemployed workers.

California Volunteers
Helped establish the nation’s first Disaster Corps and create 
CA Volunteers’ Business Partner Program. Deloitte’s work 
honored with the 2009 Social Innovation Spotlight Award.

HELPING CALIFORNIA DELIVER HIGHER QUALITY SERVICE AT LOWER COST TO TAXPAYERS

STATE OF CALIFORNIA PRACTICE OVERVIEW

Sacramento Business Journal
Top 10 Corporate Giving

Working Mother 
One of “100 Best Companies” 

BusinessWeek 
No. 1 “Best Place to Launch a Career” 

Fortune Magazine 
One of “100 Best Companies to Work For”

RECOGNIZED FOR LEADERSHIP ACROSS THE NATION

California Department of Public Health
Developed and improved California’s innovative genetic 
disease screening program for pregnant women and 
babies. Retrieval of specimens now takes 10 minutes 
instead of 90.

Child Support Enforcement
Updating the nation’s largest child support system to 
improve access to data for 7,000 caseworkers and help 
collect benefits for 1.8 million children and families. 

Department of Industrial Relations
Developed a new electronic system to accurately process 
700,000 transactions a day and print checks 75% faster

DiversityInc 
One of “Top 50 Companies for Diversity”

Points of Light Institute 
Corporate Engagement Award for “Exemplary Workplace Volunteer Program”

REPRESENTATIVE SAMPLE PROJECTS IN CALIFORNIA

 CalWIN – CalWORKS Information Network (Awarded “2007 Best of 
California Award for Best Application Serving Multiple Jurisdictions”)

 ISAWS – Interim Statewide Automated Welfare System
 LEADER – County of Los Angeles Eligibility, Automated Determination, 

Evaluation and Reporting
 County of Contra Costa, Employment and Human Services Department
 County of Orange, Social Services Agency
 County of San Bernardino, Child Welfare Business Redesign Project
 County of San Diego, multiple projects
 County of San Francisco, multiple projects
 County of San Mateo, multiple projects
 County of Santa Barbara, Department of Social Services
 County of Santa Clara including SAP Implementation, multiple projects
 County of Solano, Department of Health and Social Services

 County of Tulare, Health and Human Services Agency
 County of Ventura, multiple projects
 CA Department of Child Support Services – State Disbursement Unit 

and Child Support Enforcement Projects (awarded “2007 Strategy 
and Operations Global Excellence Award”)

 CalTrans – Integrated Maintenance Management System, and Bay 
Area Incident Response System 

 CA Department of Public Health – Genetic Disease Branch 
Screening Program (awarded “2009 Digital Government 
Achievement Award”

 CA Dept of Health Services – Children’s Medical Services Network
 CA Department of Water Resources – SAP Implementation
 CA Department of Developmental Services
 CA Administrative Office of the Courts – Case Management System

CALIFORNIA COMMUNITY INVOLVEMENT
 Deloitte is committed to the communities in which we live and work. Community involvement is supported 

and encouraged at the highest levels of our organization. 
 Deloitte team members serve on more than 150 non profit boards in our state, contributing thousands of 

hours each year. 
 IMPACT Day – Deloitte’s Annual Day of Volunteerism – In 2012, over 2,900 CA Deloitte volunteers 

donated 17,526 hours of work on 1 day – the equivalent of 1 person working more than 8 years.
 United Way - Deloitte’s California-based professionals donate over $2 million annually to the United Way 

and other charities in support of local non-profits. 
 Sacramento Fall Classic Tournament – Deloitte raised more than $750,000 in the past 12 years for 

children's based charities through our annual Fall Classic golf tournament.



Welcome 
Hello everyone! On behalf of the California State Chapter of the 
National Eligibility Workers Association: Professionals Associated 
Through Human Services (NEW: PATHS), I would like to welcome 

you all to our 24th Annual Training Conference. 

Each year we have had many fun-filled themes and this year’s conference is no different! 
The theme for this year’s conference is “Rev up Your Engines.” We are hoping we can 
rev up those engines of yours with information on Health Care Reform, CalWIN, Semi 
Annual Reporting, along with many other interesting workshops, and those of you 
interested can visit San Bernardino County’s Call Centers. We hope you take advantage 
of the networking and meeting new friends. If you have your business cards you can 
exchange them with other attendees whom you can refer to other resources. 

Wednesday evening is our President’s Reception. It is another way to network and play 
the notorious Annual Eligibility Expert Game. There are six members to a team, so start 
thinking of whom you would like to participate on your team. The team who scores the 
highest points will win a trophy and see themselves on our NEW: PATHS website. Prior to 
the start of the game, I will be presenting our sponsors awards to show our appreciation 
for their continued support. Stop by their vendor table or one of their workshops; our 
sponsors are the reason we can offer so much during the NEW: PATHS conferences. 

Thursday evening will be a night full of fun and excitement! There will be games, a band 
for those of you who love to dance, and vintage cars where you can take your picture. So 
bring your dancing shoes and join us for a night full of fun and excitement. There will be 
extra napkins for the delicious BBQ meal! 

There are restaurants and stores in and around the Ontario Mills Mall. So as you can see, 
there is plenty to do while you are here. The hotel shuttle will take you to Ontario Mills 
Mall. 

We hope you came to learn, network and have fun during this week. During the 
conference there will be door prizes given. What good is being away if you can’t take a 
little time to have fun and rev up those engines! 

The State Board and I look forward to seeing all of you while we Rev up Your Engines at 
the Holiday Inn in Ontario, CA. 

Sincerely, 

Sydney Crable 
President 
CA State Chapter NEW: PATHS 
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General Information 
 
 
Registration/Name Badge 
We require all conference participants to register and wear their name badges at all 
conference functions. 
 
First Timers 
Orientations are scheduled for Tuesday evening at 6:00 p.m., Wednesday at 7:30 a.m. and 
Thursday morning at 7:00 a.m. If this is your first time, come to an orientation to get good 
advice on how to best spend your time. 
 
Workshops 
Be prompt. Workshops start on time. If the workshop seats are filled you will need to attend 
an alternate workshop. Once seated in a workshop, please remain to its conclusion. The San 
Bernardino County Customer Service Center Tour on Thursday at 10:00 a.m. and again at 
1:00 p.m. has limited space—van transportation provided. Please sign up at the Registration 
Desk, first come first serve. 
 
Moderators 
Volunteers are needed to assist in moderating workshops. Duties include introducing 
presenter and collecting evaluations. To volunteer sign-up at the Registration Desk and 
attend a Moderators meeting on Tuesday evening at 7:00 p.m. or Thursday morning at 7:00 
a.m. 
 
Evaluations 
An evaluation form will be handed out at the end of each workshop. Please take a moment to 
complete the form and hand to workshop moderator. In addition, an overall conference 
evaluation is included in your conference bag and also available at the Registration Desk. 
Your comments and suggestions are appreciated and help us to plan future conferences. 
 
Photography and Videotaping 
General and workshop sessions may be videotaped and conference coordinators will be 
taking photos throughout the conference. Video and photos will be used for promotion and 
could be posted on the website. If you do not want your photo or video taken, please inform 
the photographer and/or videographer. 
 
Message Board 
A message board at Registration Desk will be available for conference attendees to leave 
and receive messages. 
 
If you have problems or questions during the conference, you will find help at the Registration 
Desk. 
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Agenda-at-a-Glance 
 
 
TUESDAY—January 22, 2013 

 3:30 p.m. to 3:30 p.m. Registration Foyer 
 6:00 p.m. to 7:00 p.m. Moderators Orientation Vineyard 
 7:00 p.m. to 8:00 p.m. First Timers Orientation Vineyard 
WEDNESDAY—January 23, 2013 

 7:30 a.m. to 8:30 a.m. First Timers Orientation Vineyard 
 7:30 a.m. to 4:30 p.m. Registration Foyer 
 8:00 a.m. to 5:00 p.m. Exhibit Viewing Foyer 
 O P E N I N G   S E S S I O N Citrus Ballroom 

 8:30 a.m. 
 

Color Guard and National Anthem 
Carter High School Army Junior ROTC 
 
Welcome 
Sydney Crable, President, CA State Chapter NEW: PATHS 
Nancy Swanson, Director of Transitional Assistance 
Department, Human Services Agency, County of San 
Bernardino 

 9:00 a.m. Business Meeting 
See pages 20-22 

 9:30 a.m. Opening Networking Session—Sharing the Road and 
Sharing the Load 
Nora-Joanne Gerber, Center for Human Services, UC Davis 

 11:00 a.m. to 12:00 p.m. Break and Exhibit Viewing 
 11:00 a.m. to 11:30 a.m. Health Net Fitness Guru 

Andy Padilla, (30 minutes—optional) 
Vineyard 

 12:00 p.m. to 1:00 p.m. N E T W O R K I N G   L U N C H Citrus Ballroom 

 1:00 p.m. to 1:30 p.m. Break and Exhibit Viewing  
 1:30 p.m. to 4:00 p.m. Health Care Reform Panel Citrus Ballroom 
 1:30 p.m. to 4:00 p.m. The Path to Happiness: Your Roadmap to 

Success 
Jennifer Celise Reyes, Childhelp 

Vineyard 

 P R E S I D E N T ‘ S   R E C E P T I O N Citrus Ballroom 

 5:30 p.m. to 7:30 p.m. Eligibility Expert Game  
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THURSDAY—January 24, 2013 

 7:00 a.m. to 8:00 a.m. First Timers Orientation Grove 
 7:00 a.m. to 8:00 a.m. Moderators Orientation Orchard 
 7:30 a.m. to 4:30 p.m. Registration and Exhibit Viewing Foyer 
 8:00 a.m. to 9:30 a.m. Workshops—Session A  

 9:30 a.m. to 10:00 a.m. Break and Exhibit Viewing Foyer 
 10:00 a.m. to 11:30 a.m. Workshops—Session B  

 11:30 a.m. to 1:00 p.m. Lunch on your own  

 1:00 p.m. to 2:30 p.m. Workshops—Session C  

 2:30 p.m. to 3:00 p.m. Break and Exhibit Viewing Foyer 
 3:00 p.m. to 4:30 p.m. Workshops—Session D  
 6:30 p.m. to 10:30 p.m. Night Out with the Board Dinner Citrus Ballroom 
FRIDAY—January 25, 2013 

 8:00 a.m. to 12:00 p.m. Exhibit Viewing Foyer 
 8:00 a.m. to 9:30 a.m. Workshops—Session E  
 9:30 a.m. to 10:00 a.m. Break and Exhibit Viewing Foyer 
 C L O S I N G   S E S S I O N Citrus Ballroom 

10:00 a.m. to 12:00 p.m. Closing Keynote 
Diana Alexander, Assistant Director of Transitional Assistance 
Department, Human Services Agency, County of San 
Bernardino 
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Workshop Room Assignments 
 
 

WEDNESDAY—January 23, 2013 1:30 p.m. to 4:00 p.m. 

Health Care Reform Panel Citrus Ballroom 
The Path to Happiness: Your Roadmap to Success 
—Jennifer Celise Reyes, Childhelp 

Vineyard 

THURSDAY—January 24, 2013 Session A—8:00 a.m. to 9:30 a.m. 

Taking the Wheel—Destination: Career Advancement 
—Nora-Joanne Gerber, Center for Human Services, UC Davis 

Grove 

Semi-Annual Reporting for CalWORKs and CalFresh 
—Dan Witherell, Center for Human Services, UC Davis 

Orchard 

CalWORKs and CalFresh: What’s New? 
—Linda Patterson and Kären Dickerson, CA Dept. of Social Services 

Vineyard 

THURSDAY—January 24, 2013 Session B—10:00 a.m. to 11:30 a.m. 

San Bernardino County Customer Service Center Tour 
Limited space, sign-up at Registration Desk, transportation included 

Agency Tour 
Off-site 

Determination of Program Linkage and Unit Composition for CalWORKs, 
CalFresh and Medi-Cal 
—Dan Witherell, Center for Human Services, UC Davis 

Grove 

Breaking Dawn … Redefining Success in the New Era of 
Human Service Deliver 
—China Widener, Beverly (BJ) Walker, Amanda Daflos (Facilitator), 
Deloitte 

Orchard 

Healthy Families to Medi-Cal Transition 
—Jonathan Benvenisti, San Bernardino County and Alice Turney, Santa 
Clara County 

Vineyard 

THURSDAY—January 24, 2013 Session C—1:00 p.m. to 2:30 p.m. 

San Bernardino County Customer Service Center Tour 
Limited space, sign-up at Registration Desk, transportation included 

Agency Tour 
Off-site 

Think Change-Adapt and Thrive, or Fall Behind 
—Carolyn Ross, Oregon Department of Human Services 

Grove 

The Changing Face of CalWIN 
—Sara Coudert and Lisa Taylor, HP 

Orchard 

CalWORKs and CalFresh - What’s New? 
—Linda Patterson and Kären Dickerson, CA Dept. of Social Services 

Vineyard 

 
 

Continued . . .  
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THURSDAY—January 24, 2013 Session D—3:00 p.m. to 4:30 p.m. 

Driving a SLMB 
—Keila Berchtold and Donalda Biscar, Kern County 

Grove 

Goin’ Mobile with CalWIN 
—Pennie Blankenship, Jensy Hines, Jo Anne Osborn, HP 

Orchard 

Healthy Families to Medi-Cal Transition 
—Jonathan Benvenisti, San Bernardino County and Alice Turney, Santa 
Clara County 

Vineyard 

FRIDAY—January 25, 2013 Session E—8:00 a.m. to 9:30 a.m. 

San Bernardino County Process Approach to Case Excellence (PACE) 
and Customer Service Center (CSC) 
—Nathaniel Rodriguez and Martha Zepeda, San Bernardino County 

Citrus Ballroom 

The Path to Happiness: Your Roadmap to Success 
—Jennifer Celise Reyes, Childhelp 

Vineyard 

 
Provided Banquet Services 
 
 
Wednesday 

7:30 a.m. to 9:00 a.m. Coffee/Tea, Orange Juice, Assorted Muffins/Danish 
Seasonal Fresh Fruit/Berries 

12:00 p.m. to 1:00 p.m. Lunch: Chicken Marsala 

2:30 p.m. to 3:30 p.m. Iced Tea/Lemonade 

5:30 p.m. to 7:30 p.m. Reception: Hor d'oeuvres, No-Host Bar 
 
Thursday 

7:30 a.m. to 9:00 a.m. Coffee/Tea 

9:30 a.m. to 10:30 a.m. Seasonal Fresh Fruit/Berries 

2:30 p.m. to 3:30 p.m. Iced Tea/Lemonade, Cookies/Fudge Nut Brownies  

6:30 p.m. to 10:30 p.m. Dinner: Western Barbecue Buffet 
 
Friday 

7:30 a.m. to 9:00 a.m. Coffee/Tea, Assorted Muffins/Danish 
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Guest Speakers 
 
 

Wednesday Opening Networking Session—
Sharing the Road and Sharing the Load 
Nora-Joanne Gerber, Center for Human Services, UC Davis 
 
Nora-Joanne Gerber is an instructor for the Center for Human 
Services at UC Davis Extension, a credentialed educator, and an 
entrepreneur. As an independent training consultant, she provides 
workshops for TANF, Welfare-to-Work, child welfare, foster/kin care 
education, independent living, and public education programs. She 
is a recipient of UC Davis Extension’s Outstanding Service award 
for teaching, and also received the Distinguished Service in 
Training Award from the National Staff Development and Training Association, an affiliate of 
the American Public Human Services Association. 
 
 
Closing Keynote Speaker 
Diana Alexander, Assistant Director of Transitional Assistance 
Department, Human Services Agency, County of San Bernardino 
 
Diana Alexander is the Assistant Director of the San Bernardino 
County Transitional Assistance Department (TAD). TAD consists 
of approximately 2600 employees that provide a variety of public 
assistance programs, such as Temporary Aid for Needy Families 
(TANF), Medi-Cal, CalFresh, General Relief, and Welfare-to 
Work, to qualified county residents. As Assistant Director it is 
Diana’s responsibility to work closely with the Director of TAD in 
planning, organizing, and directing the activities of the 
department, and in ensuring program compliance with state and federal regulations by 
establishing policies, goals and objectives for the department. Diana is also responsible for 
outreach, and in that capacity she develops collaborative partnerships with other county 
departments, and with community and faith-based organizations throughout the county. 
 
Diana has also been involved in several professional and community affiliations.  Some of 
those include: 
• San Bernardino County Association of African American Employees (Current President) 
• San Bernardino County Women’s Network, (Past President, Past Director of Mentoring) 
• Operation Sack Lunch, Board of Directors 
 
Diana has a Bachelor of Arts and a Masters of Arts in Public Administration. She is a 
graduate of the San Bernardino County Management & Leadership Academy, and the 
Southern Area Consortium “Leaders in Action” Program. 
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Workshop Descriptions and Presenter 
Biographies 
 
 
WEDNESDAY—January 23, 2013   1:30 p.m. to 4:00 p.m. 
 
Health Care Reform Panel 
—Cathy Senderling, County Welfare Directors Association and County Panelists 
 
What's the latest on health care reform? In addition to a refresher on the key aspects of the 
Affordable Care Act, this session will give you up-to-the minute details about the implementation of 
ACA in California, highlight key issues to be aware of, discuss implications for counties and county 
eligibility staff and state eligibility responsibilities. 
 
Cathy Senderling is the Deputy Executive Director for the County Welfare Directors Association of 
California. In that role she works with the Association’s Executive Director and the human services 
directors in all 58 of California’s counties to promote legislative, budget and policy changes that 
improve health and human services programs and the delivery of those services. 
 
County Panelists 
 
• Alameda County 

Randy Morris, Director, Adult, Aging, & Medi-Cal (AAMS), Social Services Agency 
• Los Angeles County 

Roxana Molina, Chief, Medi-Cal and IHSS Program Division 
• Riverside County 

Anna Martinez, Assistant Director, Self Sufficiency, Department of Public Social Services 
• San Bernardino County 

June Hutchison, Deputy Director, Customer Service Center, Transitional Assistance Department, 
Human Services Agency 

 
The Path to Happiness: Your Roadmap to Success 
—Jennifer Celise Reyes, Childhelp 
 
Join this fun, interactive workshop and learn how to incorporate 5 Happiness Habits into your life. 
Discover positive psychology, or the science of happiness, and how specific, positive changes can 
improve your day-to-day life. This workshop isn’t just about feeling good. Having more positive 
emotions in your life has other powerful benefits like more success, improved health, increased 
learning, better relationships and increased resiliency. A large portion of our happiness comes from 
our intentional activity: what we do and how we think. Happiness is in our control. We don’t have 
control over life’s circumstances. However, we do have control over how we relate to life 
 
Jennifer Celise Reyes has worked in the Human Services field for over 16 years. As a former 
Instructor for UC Davis, Center for Human Services, Jennifer had the opportunity to present highly 
acclaimed workshops at conferences across the United States. Working for the County of San 
Bernardino, Jennifer did time on the front lines as an Eligibility Worker, inspired people as an 
Employment Specialist and Job Club Facilitator and taught all walks of life as a Staff Development 
Trainer, from Foster Youth to Truck Drivers to Social Workers. A mom of three beautiful girls, Jennifer 
lives in Redlands, California. 
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THURSDAY—January 24, 2013    Session A—8:00 a.m. to 9:30 a.m. 
 
Taking the Wheel—Destination: Career Advancement 
—Nora-Joanne Gerber, Center for Human Services, UC Davis 
 
Did you ever suspect that “they” have already decided who to hire before you ever go through a 
promotional interview? Come to this session and find out why this is fair and true in human services 
agencies, and how to be one of the ones who has been “groomed” to drive forward in your career. 
Learn 20 tips for taking the wheel, and the road map for answering what they really want to know -- 
no matter how they phrase the interview questions. 
 
Nora-Joanne Gerber is an instructor for the Center for Human Services at UC Davis Extension, a 
credentialed educator, and an entrepreneur. As an independent training consultant, she provides 
workshops for TANF, Welfare-to-Work, child welfare, foster/kin care education, independent living, 
and public education programs. She is a recipient of UC Davis Extension’s Outstanding Service 
award for teaching, and also received the Distinguished Service in Training Award from the National 
Staff Development and Training Association, an affiliate of the American Public Human Services 
Association. 
 
Semi-Annual Reporting for CalWORKs and CalFresh 
—Dan Witherell, Center for Human Services, UC Davis 
 
This workshop will explore some of the significant changes to the CalWORKs and CalFresh programs 
with the implementation of Semi-Annual Reporting(SAR). Participants will discuss differences 
between the new SAR system and the existing Quarterly Reporting system, review new forms and 
consider the impact of this change on their workload. 
 
Dan Witherell, Center for Human Services, UC Davis Extension, holds a degree in marketing, and is 
a consultant and trainer with over 20 years of experience in human services. Formerly an eligibility 
worker, supervisor and trainer for the Siskiyou County Department of Human Services, he has trained 
staff on CalWORKs, food stamps, Medi-Cal, CMSP, and general assistance, as well as automated 
eligibility systems, including ISAWS. An instructor for UC Davis Extension since 1992, Witherell is the 
recipient of an Outstanding Service Award for Teaching and has presented at several national and 
state NEW: PATHS conferences. 
 
CalWORKs and CalFresh - What’s New? 
—Kären Dickerson and Linda Patterson, CA Dept. of Social Services 
 
This workshop will provide an overview of the major program changes anticipated for the CalWORKs 
and CalFresh programs and status of major initiatives including Semi-Annual Reporting, CalFresh 
ReFresh and other legislative changes such as "Heat and Eat." 
 
Kären Dickerson is currently the Chief of the CalWORKs Employment and Eligibility Branch within 
the Welfare to Work Division at the California Department of Social Services (CDSS). Her Branch 
oversees the operation of the CalWORKs program by providing funding, regulations, policy guidance 
and technical assistance to the 58 counties and 15 Tribal TANF programs who administer the 
program at the local level. With over 25 years of state experience, Ms. Dickerson has held 
management and executive level positions at several state departments and holds a Bachelors 
Degree in Psychology and a Masters Degree in Business Administration. 
 
Linda Patterson is the CalFresh Branch Chief. She has worked for the California Department of 
Social Services (CDSS) and Department of Child Support Services for over 22 years. Previously, she 
managed legislation for all California Health and Human Services Agency Departments (including 
CDSS). Prior to that, she managed legislation for the Child Support Program and implemented the 
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Paternity Opportunity Program. At CDSS, she has managed a unit who worked with counties to 
improve performance in the welfare and food stamp programs. Prior to that, she was a Program 
Manager in Placer County. She began her career as an Eligibility Worker in Riverside County. She 
received her Bachelor of Arts from University of California, Irvine. 
 
 
THURSDAY—January 24, 2013    Session B—10:00 a.m. to 11:30 a.m. 
 
San Bernardino County Customer Service Center Tour 
—San Bernardino County HSA Staff 
 
This tour will allow participants to see and understand the Customer Service Center (call center) 
environment. Participants will receive an overview of the working environment, the work completed, 
overview and introduction to the software used to forecast call volume, monitor calls. Visitors may the 
opportunity to listen to live calls with a Customer Service Center Eligibility Worker. 
 
The San Bernardino County Customer Service Center Tour on Thursday at 10:00 a.m. and again at 
1:00 p.m. has limited space—van transportation provided. Sign up at the Registration Desk, first 
come first serve. 
 
Determination of Program Linkage and Unit Composition for CalWORKs, CalFresh 
and Medi-Cal 
—Dan Witherell, Center for Human Services, UC Davis 
 
Determining program linkage and correct unit composition are essential first steps in the eligibility 
determination process for public assistance programs. This workshop compares the linking factors 
and unit requirements for CalWORKs, CalFresh and Medi-Cal program eligibility including age, 
deprivation, and family relationships. 
 
Dan Witherell, Center for Human Services, UC Davis Extension, holds a degree in marketing, and is 
a consultant and trainer with over 20 years of experience in human services. Formerly an eligibility 
worker, supervisor and trainer for the Siskiyou County Department of Human Services, he has trained 
staff on CalWORKs, food stamps, Medi-Cal, CMSP, and general assistance, as well as automated 
eligibility systems, including ISAWS. An instructor for UC Davis Extension since 1992, Witherell is the 
recipient of an Outstanding Service Award for Teaching and has presented at several national and 
state NEW: PATHS conferences. 
 
Breaking Dawn … Redefining Success in the New Era of Human Service Delivery 
—China Widener, Beverly (BJ) Walker, Amanda Daflos (Facilitator), Deloitte 
 
This session will present key changes in Human Services delivery that require new thinking and ways 
of defining success for the human services staff at the line worker, supervisor, manager and 
executive levels. Develop an understanding of how to assess the impact of your changing 
environment and identify differing methods to achieving success. Leave with the basics for 
developing a career strategy that can be converted to a personal action plan. 
 
China Widener is a Principal with Deloitte Consulting serving Pubic Sector clients in the area of 
Strategy and Operations with a focus on Operational Excellence. She has worked with numerous 
state clients leading and advising business process reengineering efforts, human capital/change 
management and organizational service delivery redesign initiatives in the Health and Human 
Services area for both state administered and county administered delivery systems. She has served 
clients in Pennsylvania, Indiana, Massachusetts, Minnesota, Kentucky as well as New York City, and 
San Bernardino.  Widener has nearly 15 years of varied public service experience. While serving the 
state of Ohio’s 14B dollar HHS agency, Widener has served in many capacities including Chief of 
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Staff (Strategy); Chief of the HHS division (leading child care, child welfare, Medicaid, Child Support, 
TANF and SNAP; as well as serving as Chief of Operations (leading IT, Fiscal, Procurement, Legal, 
Human Resources and Facilities) State Child Support IVD Director; and Chief Inspector (Risk Offer). 
During her tenure in state government she led multiple re-engineering efforts covering several state-
wide programs: Child Support, Child Care/Early Learning, Medicaid (administration and related 
Program Integrity/ Audit) and developed a prescription drug program. At the local level she has 
served as an Assistant County Prosecutor pursuing abuse, neglect and dependency prosecutions, 
criminal non-payment of child support, and juvenile and adult felony and misdemeanor criminal 
prosecution; Widener also served for seven years as both Policy Advisor and Senior Agency Attorney 
for the Child Welfare agency in Ohio’s largest metropolitan county; she performed the role of agency 
administrative and appeals counsel and was Director of the Juvenile Court Liaison program. Widener 
routinely acts as a trainer /facilitator at national and regional conferences. She has co-authored a 
white paper on re-engineering HHS business processes into reusable services and the implications 
for technology development using Service Oriented Architecture as well as developed a Service 
Delivery Model Assessment Methodology which guides the analysis of service delivery improvement 
in HHS programs. Widener received her BS from Eastern Michigan University, her JD from the 
University of Maryland and attended Harvard University’s State and Local Senior Executives 
Program; she is a certified PMP and is licensed to practice law in the State of Ohio. 
 
Beverly (BJ) Walker recently joined Deloitte as a Director in the Public Sector practice in the area of 
Strategy and Operations. Prior to joining Deloitte, BJ most recently worked as a senior fellow for the 
Annie E. Casey Foundation, where she led efforts in Georgia to move the foundation’s grade level 
reading campaign into the work of multiple public sector and not-for-profit partners across the state 
and nationally. BJ also served as a senior consultant with FranklinCovey in their four Disciplines of 
Execution practices, working with state clients in child welfare and child support. Prior to her work 
there, BJ was commissioner of Human Services for the State of Georgia, serving for seven years in 
the administration of Governor Sonny Perdue. In Georgia, she managed for over five years a massive 
State human services agency with a combined budget of $3.4B and 20,000 staff. The GA Department 
of Human Resources (DHR) included child welfare, public health, mental health, developmental 
disabilities, addictive disease, TANF, child care, food stamps, Medicaid eligibility, aging, child support, 
and regulatory services. Her achievements during her tenure there included improvements to 
Georgia’s food stamp error rate, increases in child support collections and safely making reductions in 
the number of children in foster care while simultaneously reducing the recurrence of child 
maltreatment. She has worked for more than 25 years in policy and programs targeting children and 
families, she served two Governors (IL and GA) and the mayor of Chicago. BJ holds a master’s 
degree in history from Northwestern University and a bachelor’s degree in religion from Mt. Holyoke 
College 
 
Healthy Families to Medi-Cal Transition 
—Jonathan Benvenisti, San Bernardino County and Alice Turney, Santa Clara County 
 
This workshop will provide an overview of Assembly Bills 1494 and 1468 which provide for the 
transition of children from Healthy Families Program (HFP) to the California Medi-Cal program. Medi-
Cal will cover these children under a new optional coverage group known as the Targeted Low-
Income Children's Program (TLICP).  
 
Jonathan Benvenisti provides support to County Program Development Division, MEDS and Medi-
Cal program staff. He specializes in the project management of research and policy development. 
Jonathan participates in several committees, at both the local/state level and serves as the Southern 
Counties Chair for the Medi-Cal program. Currently, Jonathan leads the Healthy Families to Medi-Cal 
transition for San Bernardino County Transitional Assistance Department. Jonathan has developed 
policies, procedures, and training for staff. 
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Alice Turney is currently employed by Santa Clara County Social Services Agency doing Program 
Analysis and support primarily with the transition of Healthy Families children to Medi-Cal and on 
special projects relating to the Medi-Cal program. Alice also worked as Medi-Cal Program 
Coordinator for Santa Clara County and served on the CWDA Medical Care Committee Rapid 
Response Team.  
 
 
THURSDAY—January 24, 2013    Session C—1:00 p.m. to 2:30 p.m. 
 
San Bernardino County Customer Service Center Tour 
—San Bernardino County HSA Staff 
 
This tour will allow participants to see and understand the Customer Service Center (call center) 
environment. Participants will receive an overview of the working environment, the work completed, 
overview and introduction to the software used to forecast call volume, monitor calls. Visitors may the 
opportunity to listen to live calls with a Customer Service Center Eligibility Worker. 
 
The San Bernardino County Customer Service Center Tour on Thursday at 10:00 a.m. and again at 
1:00 p.m. has limited space—van transportation provided. Sign up at the Registration Desk, first 
come first serve. 
 
Think Change-Adapt and Thrive, or Fall Behind 
—Carolyn Ross, Dept. of Human Services, State of Oregon 
 
Today's workforce is in a constant state of change. Do you believe that we are designed to change? 
Do you naturally resist change? This presentation will talk about how to organize each day so that 
your most important priorities are tended to and will inspire you to challenge yourself regarding your 
ideas, dreams and suggestions. This presentation will be interactive and fun and provide new tools to 
take care of yourself while dealing with change. 
 
Carolyn Ross is the current Director of Human Resources for the Department of Human Services. 
She has been employed with the State of Oregon for the last 24 years. She has been a Manager, 
Trainer, Case Manager and Eligibility Specialist. Carolyn has a Masters in Training and Development 
and a Bachelors in Sociology and Business. 
 
The Changing Face of CalWIN 
—Sara Coudert and Lisa Taylor, CalWIN Project/HP 
 
The 'look and feel' of CalWIN is about to change and while the functionality is all the same, there are 
some new tricks to help you along the way. Get an early view into the new face of CalWIN, see how 
the pages are going to look and learn some hints that you can pass on to your co-workers to make 
the transition smooth. This is not full-on CalWIN training, but rather an informational session to 
present navigational enhancements. 
 
Sara Coudert is a Customer Liaison for HP working directly with Counties in the CalWIN consortium. 
She spent five years in Ventura County Human Services working in Medi-Cal, IEVS, CalFresh and 
Foster Care units. Sara has taught both C-IV and CalWIN and has a passion to train workers to 
master the computer systems used to determine eligibility.  
 
Lisa Taylor has been a valuable member of HP for over five years; she joined the liaison team to 
work directly with the counties of the CalWIN consortium. Her main duties are primarily focused on 
disseminating information regarding new CalWIN functionality, changes and updates. Lisa is an 
important member of the training committee and has provided significant efforts in the training and 
county roll out planning for the CalWIN Web Application.  

15 



CalWORKs and CalFresh - What’s New? 
—Kären Dickerson and Linda Patterson, CA Dept. of Social Services 
 
This workshop will provide an overview of the major program changes anticipated for the CalWORKs 
and CalFresh programs and status of major initiatives including Semi-Annual Reporting, CalFresh 
ReFresh and other legislative changes such as "Heat and Eat." 
 
Kären Dickerson is currently the Chief of the CalWORKs Employment and Eligibility Branch within 
the Welfare to Work Division at the California Department of Social Services (CDSS). Her Branch 
oversees the operation of the CalWORKs program by providing funding, regulations, policy guidance 
and technical assistance to the 58 counties and 15 Tribal TANF programs who administer the 
program at the local level. With over 25 years of state experience, Ms. Dickerson has held 
management and executive level positions at several state departments and holds a Bachelors 
Degree in Psychology and a Masters Degree in Business Administration. 
 
Linda Patterson is the CalFresh Branch Chief. She has worked for the California Department of 
Social Services (CDSS) and Department of Child Support Services for over 22 years. Previously, she 
managed legislation for all California Health and Human Services Agency Departments (including 
CDSS). Prior to that, she managed legislation for the Child Support Program and implemented the 
Paternity Opportunity Program. At CDSS, she has managed a unit who worked with counties to 
improve performance in the welfare and food stamp programs. Prior to that, she was a Program 
Manager in Placer County. She began her career as an Eligibility Worker in Riverside County. She 
received her Bachelor of Arts from University of California, Irvine. 
 
 
THURSDAY—January 24, 2013    Session D—3:00 p.m. to 4:30 p.m. 
 
Driving a SLMB 
—Keila Berchtold and Donalda Biscar, Kern County 
 
In most counties the Aged and Disabled Programs have long been specialized. The advent of the Call 
Service Centers; Process Action Teams, and a Task-Centered Environment made it necessary for 
specialized caseloads to be disseminated to the general caseload population, often to the determent 
of our senior citizens. This training will cover the basics of the Aged & Disabled Program, the 
Medicare Premium Payment Programs (QMB/SLMB/QI-1), QMB only, and 250 Percent Working 
Disabled. We will illustrate case processing and steps to take to assist our elderly in reinstating the 
Medicare Buy-In when cases are discontinued and reactivated. Although this workshop is set in a C-
IV environment and processes may be different between C-IV and CalWIN, the regulation explanation 
is appropriate for all. 
 
Keila Berchtold Is an HST III and has worked for Kern County DHS for seven years. She started her 
career in the Delano District Office where she was responsible for the Aged & Disabled caseload. 
She transferred to the A&D Team at the main office in Bakersfield until Kern County transitioned to 
the Process Action Teams in 2012. Keila is a new NEW: PATHS member and this is her first 
conference. 
 
Donalda Biscar worked for the Kern County Department of Human Services for 25 years before she 
retired in February 2011. Ten years of her career with Kern County DHS, she was an Assistant 
Program Director in the Delano District office. The last two years prior to her retirement, she worked 
with Accenture on the C-IV Conversion Project, which transitioned the ISAWS Counties to the C-IV 
system. Donalda has been a member of NEW: PATHS since 1993 and has served on her local, 
State, and currently the National Board. On the National Board, she is currently their Secretary and 
chair of Finance and Membership committees. In a weak moment, she returned to work as an extra 
help employee where she is currently writing training such as the one being presented today.  
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Goin’ Mobile with CalWIN 
—Pennie Blankenship, Jensy Hines, Jo Anne Osborn, CalWIN Project/HP 
 
To keep up with the changing needs of clients, the CalWIN project has developed a new Portal for 
client access to information and a mobile application to apply for aid and inquire about benefit status. 
This workshop will include an overview of the MyBenefits Portal and a hands-on view into CalWIN on 
the go! 
 
Pennie Blankenship is a Customer Liaison for HP and the CalWIN project where she provides 
solution support, training and advice to the consortium counties. Pennie has 18 years of operational 
and consulting experience in the Human Services industry, including training, testing, curriculum 
development, customer relations, and county working experience. 
 
Jo Anne Osborn is a Senior Business Analyst/Employment Services and ICT Track Lead for the 
WCDS Consortium - CalWIN. She has served as a subject matter expert for the Consortium since 
1998. She has 34 years of experience in the Human Services programs including Eligibility, 
Employment Services and System Analyst positions in both Fresno and Placer Counties. Her 
experience encompasses Eligibility determination for all Assistance programs, Fair Hearings, IEVS, 
Management Reporting, Interfaces and Data Conversion.  
 
Jensy Hines is a Customer Liaison for HP and the Counties of the CalWIN consortium where she 
provides information, advice and support. Jensy has 15 years of experience managing information 
systems for Health and Human Services in Placer County. She served as the CalWIN manager for 
the Human Services Division for five years before joining HP in 2011. 
 
Healthy Families to Medi-Cal Transition 
—Jonathan Benvenisti, San Bernardino County and Alice Turney, Santa Clara County 
 
This workshop will provide an overview of Assembly Bills 1494 and 1468 which provide for the 
transition of children from Healthy Families Program (HFP) to the California Medi-Cal program. Medi-
Cal will cover these children under a new optional coverage group known as the Targeted Low-
Income Children's Program (TLICP).  
 
Jonathan Benvenisti provides support to County Program Development Division, MEDS and Medi-
Cal program staff. He specializes in the project management of research and policy development. 
Jonathan participates in several committees, at both the local/state level and serves as the Southern 
Counties Chair for the Medi-Cal program. Currently, Jonathan leads the Healthy Families to Medi-Cal 
transition for San Bernardino County Transitional Assistance Department. Jonathan has developed 
policies, procedures, and training for staff. 
 
Alice Turney is currently employed by Santa Clara County Social Services Agency doing Program 
Analysis and support primarily with the transition of Healthy Families children to Medi-Cal and on 
special projects relating to the Medi-Cal program. Alice also worked as Medi-Cal Program 
Coordinator for Santa Clara County and served on the CWDA Medical Care Committee Rapid 
Response Team.  
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FRIDAY—January 25, 2013    Session E—8:00 a.m. to 9:30 a.m. 
 
San Bernardino County Process Approach to Case Excellence (PACE) and Customer Service 
Center (CSC) 
—Nathaniel Rodriguez and Martha Zepeda, San Bernardino County 
 
In this workshop San Bernardino County HSA’s Transitional Assistance Department, will discuss how 
they have re-engineered work processes to improve productivity, performance and customer service 
for CalFresh, CalWORKs and Medi-Cal caseloads. The speakers will describe how the department 
uses technology, a call center and a task based process approach to casework as an overall Service 
Efficiency Initiative in the department. Speakers will address initial implementation plans, lessons 
learned, planning, roll-out and reasoning behind revised approaches 
 
Nathaniel Rodriguez is a Deputy Director with San Bernardino County HSA’s Transitional 
Assistance Department. With 15 years of experience in human services, he has dedicated himself to 
the field and to those it aims to assist. He currently oversees the district in which modern technologies 
are being utilized in an effort to increase customer communication, participation and access to county 
services while in the lobby. 
 
Martha Zepeda, District Manager, started with San Bernardino County HSA’s Transitional Assistance 
Department in 1992 as a Medi-Cal eligibility worker—first five years as an Intake EW and then as a 
continuing EW. In 2005, she was promoted to MC Intake Supervisor and then supervised MC 
continuing. In 2007, she challenged herself by asking to be transferred to the CWCF office so she 
could further develop her program knowledge and bring MC knowledge to an all CWCF office. In 
2009, she became a Resource Supervisor supervising CWCF and MC EW III’s which allowed her to 
utilize and apply all the programs she learned. That same year, her department asked for volunteers 
for a workgroup that was forming to look at the efficiencies in a “task-based” approach model and 
which programs would most benefit from this. The group met for the first time in December of 2009 
and created what would be called PACE—Process Approach to Case Excellence. In January 2011, 
she promoted to District Manager over MC and Child Care programs and shortly thereafter, was 
asked to lead the PACE group. PACE has been a huge endeavor for the department along with the 
implementation of their Customer Service Center which she now co-manages. Martha is extremely 
privileged to work for a department/executive management team that is always looking for more 
efficient ways to improve customer service and she looks forward to being a part of the TAD 
management team as they move forward with their vision. 
 
The Path to Happiness: Your Roadmap to Success 
—Jennifer Celise Reyes, Childhelp 
 
Join this fun, interactive workshop and learn how to incorporate 5 Happiness Habits into your life. 
Discover positive psychology, or the science of happiness, and how specific, positive changes can 
improve your day-to-day life. This workshop isn’t just about feeling good. Having more positive 
emotions in your life has other powerful benefits like more success, improved health, increased 
learning, better relationships and increased resiliency. A large portion of our happiness comes from 
our intentional activity: what we do and how we think. Happiness is in our control. We don’t have 
control over life’s circumstances. However, we do have control over how we relate to life 
 
Jennifer Celise Reyes has worked in the Human Services field for over 16 years. As a former 
Instructor for UC Davis, Center for Human Services, Jennifer had the opportunity to present highly 
acclaimed workshops at conferences across the United States. Working for the County of San 
Bernardino, Jennifer did time on the front lines as an Eligibility Worker, inspired people as an 
Employment Specialist and Job Club Facilitator and taught all walks of life as a Staff Development 
Trainer, from Foster Youth to Truck Drivers to Social Workers. A mom of three beautiful girls, Jennifer 
lives in Redlands, California. 
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Thanks to Our Sponsors 
 
 
We would like to express our gratitude and appreciation to all of our wonderful sponsors whose 
generous contributions made our conference possible. Please have a look at what these agencies 
have to offer by visiting their exhibit booths and websites. 
 
 

 
 
 

www.deloitte.com 
 
 
 
 
 
 
www.healthnet.com 
 
 

 
 
 
 

 
www.hp.com 
 

 
 
 
 
 

www.sscincorporated.com 
 
 
 
 
 
 
www.humanservices.ucdavis.edu 
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California State Chapter 
NEW: PATHS 

24th Annual Training Conference 
January 23, 2013 

Ontario, CA 
 

 
 

AGENDA 
Annual Business Meeting 

 
1. Welcome      Sydney Crable, President 

2. Introduction of Board of Directors  Sydney Crable, President 

3. Report from National Chapter   Donalda Biscar, National Board 

4. Review of January 25, 2012 Minutes  Sarah Ross 

5. Treasurer’s report     Alice Turney, CA Board Member 

6. Committee Reports/Chairs   CA Board Members 
• By-laws 
• Finance 
• Fundraising 
• Legislative 
• Membership 
• Newsletter 
• Professional Development 
• Publicity 

7. Elections/Nominations    Donna Cobb 

8. Questions & Answers    Open forum to membership 

9. Adjourn 



California State Chapter 
NEW: PATHS 

24th Annual Training Conference 
January 23, 2013 

Ontario, CA 
 

 
 

MINUTES 
From Annual Business Meeting January 25, 2012, Monterey 

 
• Call to order by President Sydney Crable at 8:02 a.m. 
• Sydney Crable welcomed everyone and thanked them for their attendance and introduced the 

CA State Chapter Board of Directors 
• The National Anthem was sung by Geoffrey Williams. 
• Motion by Rebecca Carter, Santa Cruz County, seconded by Adela Brewer, Member-at-Large, 

to dispense with reading the minutes from the 2011 Business Meeting. Motion carried.  
• Ellen Sevall, Past President of the National Board, representing Donnie Munson, current 

National President, welcomed everyone to Monterey and talked about things that were happing 
at the national level. 

• San Bernardino County submitted by-laws to renew their chapter. 
• National is focusing on recruitment of board members and fundraising. 
• Donalda Biscar, National Board Member, talked about why anyone should join NEW: PATHS 

and announced the 2012 Biggest Gainer program, starting February 1st, 2012, for more 
information to check out the National website at www.nationalnew.org. She thanked the 101 
NEW: PATHS members from California. 

• Sonoma County by-laws have been approved and will be chartered at the National conference in 
Nashville. 

• A reminder to everyone that National conference in Nashville, Tennessee will be held on 
August 12-15th, 2012. 

• Treasurer Bill Knight gave the Treasurer’s report. Phil Luckner asked about the 2010 
conference expenses. This was an error; it should read 2011 conference expenses. 

• Vice-President Donna Cobb talked about the Nominations for running for the California State 
Board of Directors, the rules and regulations for the election. 

• Secretary Sarah Ross and Donna Cobb presented the Professional of the Year award to Vicki 
Marzolf from San Joaquin County. 

• Patsy Frazer gave a little history about NEW and Monterey. 
 
Meeting adjourned at 8:49 a.m. 

http://www.nationalnew.org/


California State Chapter 
NEW: PATHS 

24th Annual Training Conference 
January 23, 2013 

Ontario, CA 
 
 
 

OPERATING EXPENSE REPORT 
5/1/11 to 4/30/12 

 
BANK BALANCE AS OF 5/1/11   $15,371.00 
 
INCOME 

2012 CONFERENCE 
 TOTAL INCOME     $37,057.32 
 
EXPENSES 
 GENERAL BOARD     $  9,255.91 
 BY-LAWS/P&P     $           .00 
 ELECTION/RECRUITING   $           .00 
 FRANCHISE TAX/CORP. FEE  $       20.00 
 FUNDRAISING     $           .00 
 LEGISLATIVE     $           .00 
 MEMBERSHIP     $           .00 
 NEWSLETTER     $     133.34 
 PUBLICITY      $     220.00 
 PROFESSIONAL DEVELOPMENT  $           .00 
 2012 CONFERENCE    $26,276.36 
 MEMBERSHIP DUES TO NATIONAL $  4,360.00 
 
TOTAL EXPENSES      $40,265.61 
 
BANK BALANCE AS OF 4/30/12   $ 12,162.71 



Meeting human services needs with 
limited resources just got simpler—for 
citizens and government agencies. HP is 
making it easier for people to apply for 
benefits, check on benefits status, or find 
an office—all from their mobile device. 
Make the most of your resources with  
efficient, innovative, flexible solutions 
that improve services to your citizens.

hp.com/enterprise/healthcare

© Copyright 2012 Hewlett-Packard Development Company, L.P. The 
information contained herein is subject to change without notice. The only 
warranties for HP products and services are set forth in the express warranty 
statements accompanying such products and services. Nothing herein 
should be construed as constituting an additional warranty. HP shall not be 
liable for technical or editorial errors or omissions contained herein.

The need is immediate.  
So is the support.



Thank you for making a difference 
Health Net is proud to sponsor the California State Chapter of    
NEW: PATHS 24th Annual Training Conference in Ontario, CA

Health Net is a registered service mark of Health Net, Inc. © 2012 Health Net Community Solutions, Inc. All rights reserved.

Benny Fit
Health Net

Working for the Good 
      of Our Communities



(888)528-9488 ext. 5114
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