
ANNUAL REPORT 2006-2008

Annual Report
2016-2017



2

LETTER FROM ADVISORY BOARD CHAIR



3

LETTER FROM SOURCEWISE BOARD CHAIR



4

ACKNOWLEDGEMENT

Public Authority Services would like to acknowledge Public Authority 
Advisory Board members: Deane Denney, JoAnn Disbrow, Senon Hernandez, 
Cheryl Hewitt, Otilia Ioan, Terri Possley (Ex-Officio Member), Ellen Rollins, 
Dennis Schneider, Robert Stroughter, Janie Whiteford, and Theresa Wright 
for volunteering to become knowledgeable about In-Home Supportive 
Services and providing insight and advice about the In-Home Supportive 
Services (IHSS) program to Public Authority Services, IHSS, and the County 
Board of Supervisors for the benefit of the IHSS population. 

We also wish to thank Information and Awareness staff of Sourcewise: 
specifically Crystal Shafiabady, Kathryn Chittavong, and Rene Ramsay, for 
their assistance in the completion of this report.   

Inside
Letter from the Advisory Board Chair ...............  2

Letter from the Sourcewise Board Chair ..........  3

Acknowledgement ..................................................... 4

Introduction ....................................................................5

In-Home Supportive Services Public Authority 
Mandates .........................................................................5

Advisory Board ............................................................ 6

Independent Provider Appreciation  ................... 6

Consumer Training  .....................................................7

Independent Provider Training  ............................. 9

Overtime and Timesheet Training  ......................10

Communications  ....................................................... 12

Public Authority Registry  ...................................... 13

IHSS Independent Provider Enrollment  ........... 17

Benefits Administration ........................................... 19

Recommendations to the Board of  
Supervisors 2017 ....................................................... 22

Testimonials ................................................................. 23



5

INTRODUCTION

Public Authority Services in Santa Clara County are delivered through 
a Management Services Agreement between Santa Clara County and 
Sourcewise. Beginning in 1999, this partnership offers consumers and 
providers of In-Home Supportive Services enhanced services which include, 
but are not limited to, benefits administration, care coaching, training, and 
hiring assistance for consumers needing Independent Care Providers.

In this report, we showcase a summary of activities, accomplishments, 
and service enhancements completed during July 1, 2016–June 30, 2017; 
all of which were accomplished through the valuable partnership between 
Sourcewise and Santa Clara County.  

Recommendations are provided within this report from the IHSS 
Advisory Board to the Santa Clara County Board of Supervisors (as 
the governing body) to further enhance IHSS in Santa Clara County. 
Public Authority Services by Sourcewise is pleased to provide this 
report summarizing activities for fiscal year July 1, 2016–June 30, 2017.    

IN-HOME SUPPORTIVE SERVICES  
PUBLIC AUTHORITY MANDATES

Assembly Bill 1682 requires the Public Authority to:

 ■ Provide a registry to assist In-Home Supportive Services (IHSS) consumers in 
locating suitable providers

 ■ Screen providers listed within the registry

 ■ Provide access to training for IHSS consumers and providers

 ■ Act as the employer of record for the county’s IHSS program
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ADVISORY BOARD

The IHSS Advisory Board is another state mandate for the County. The Board is 
composed of eleven members: 50% of whom are current or past users of IHSS 
or who recieve personal care assistance. The Advisory Board studies, reviews, 
evaluates, and makes recommendations to the IHSS Public Authority Governing 
Board, Public Authority Services staff, and IHSS County Administrative staff. The 
Advisory Board also advocates for consumers and providers as they interact within 
various components of the IHSS system. 

INDEPENDENT PROVIDER APPRECIATION

On November 18, 2016, Public Authority 
Registry celebrated Independent Providers 
(IPs) for their dedication to the consumer(s) 
they serve; and recognized the challenging 
work IPs perform each day. 

Supervisor Dave Cortese, President of the Santa 
Clara Board of Supervisors, presented the Board’s 
official proclamation declaring November 13-19 to 
be Santa Clara County IHSS Caregivers Week. This 
annual event is hosted by Public Authority Services 
each November, during National Caregiver Month. 

At the celebration, Advisory Board members and 
Public Authority Services staff express gratitude 
to the Santa Clara County Board of Supervisors 
for their support in proclaiming November 13–19 
as Santa Clara County IHSS Caregivers Week.

IPs enjoy the opportunity to relax and have 
fun with a raffle at the Independent Providers 
Appreciation event on Nov. 18, 2016.

Dave Cortese, President of the Santa Clara 
Board of Supervisors, presents the IHSS 
Caregiver Week Proclamation to Araceli Gaona, 
Public Authority Registry Manager.
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CONSUMER TRAINING

Ensuring consumers have a strong grasp of their role, rights, and responsibilities is 
an important tenet of Public Authority Services. The challenge in accomplishing 
this exists based on consumer availability and ability to attend in-person group 
training sessions. 

Understanding this challenge, Public Authority Services (PA) offered monthly 
phone conferences titled “Call and Connect Sessions” throughout fiscal year (FY) 
2016/2017 to provide convenient training opportunities for consumers. Call and 
Connect Sessions are offered through a toll-free number. 

Call and Connect Sessions topics offered in FY 2016/2017 included:

 ■ Finding and Using Community Resources

 ■ Understanding and Using the Public Authority Registry

 ■ Independent Living and Consumer Rights

 ■ Living with Memory Loss

 ■ Disaster and Emergency Preparedness

 ■ Falls Prevention

 ■ Tips for Training a New Care Provider

 ■ Understanding Roles: IHSS, Social Workers, Care Providers, and the Public Authority

 ■ Tips for Improved Communication

 ■ Understanding IHSS Authorized Services

A random survey was conducted to gather feedback from consumers regarding 
training preferences. One hundred consumers responded to the survey: 42 online, 
and 58 via telephone. The responses indicated with a 95% confidence level that 
the answers are statistically representative of the IHSS consumer population, with 
a margin of error of plus or minus 3%.

Responses from the consumer survey identified training preferences and 
indicated the following:

 ■ Training desirability: 73% of respondents are interested in receiving 
training and information on IHSS, in-home care, and safety.

 ■ Training delivery: 58% of respondents are interested in viewing training 
DVDs at home; 53% are interested in online training videos; 43% are 
interested in conference calls; and 26% are interested in classroom training. 
(Respondents could choose multiple options.)
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 ■ Training topics (with the highest level of interest): Finding Help and Community 
Resources (84%); Emergency and Disaster Preparedness (65%); Self-Advocacy 
Skills and Tips (61%); The Roles and Responsibilities of IHSS Consumers/Employers 
(55%); and Understanding IHSS–the System/Process, Services Definitions, Hours 
Determinations, Reassessments, etc. (54%)

The Public Authority Services website (http://www.pascc.org) continues to be an 
essential resource, offering information regarding training opportunities for both 
consumers and IPs. The website is continuously updated to provide relevant and 
timely information and materials, including but not limited to: 

 ■ IHSS consumer training videos: 
Introduction to Being an IHSS 
Consumer, The Assessment/
Reassessment and Appeal 
Processes, and Tips for Hiring 
and Managing Care Providers

 ■ Printable PDF training modules 
to supplement video topics 
(listed above) available in 
multiple languages: English, 
Spanish, Vietnamese, and 
Mandarin. English language 
modules were updated in 2017 
to reflect current information, 
with additional updates planned 
for other languages during the 
FY 2017/2018 

 ■ Links to the State’s IHSS 
consumer training videos and 
consumer fact sheets

 ■ The Consumer Connection 
quarterly newsletter (important 
reminders; general guidance and 
tips; Call and Connect Sessions 
schedule; vital phone numbers; 
etc.)

 ■ Fall prevention video

Understanding IHSS (the process, the authorized services/hours, etc.) 53.61% 

The Role and Responsibilities of IHSS Consumers (recipients)/Employers 54.64% 

Hiring, Training, and Managing Care Providers 42.27% 

Self-Advocacy; Speaking Up For Your Wants and Needs 60.82% 

Falls Prevention and Home Safety 52.58% 

Emergency and Disaster Preparedness 64.95% 

Finding Help and Community Resources 83.51% 

Answer Choices Responses
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INDEPENDENT PROVIDER TRAINING

Public Authority Services provides training classes for IPs through a curriculum 
developed specifically to follow and reinforce the IHSS based consumer directed 
model of care. In FY 2016/2017, PA Services provided training for 1,876 IPs 
and issued 69 certificates of completion to IPs who finished all nine Series 1 
certificate classes.
 
In June 2017, PA Services began issuing a Series 2 certificate of completion to 
providers who have completed the six most recently incorporated class subjects. 
The Series 2 certificates were issued to all 10 care providers who have completed 
those classes to date. Fewer classes were offered to IPs during FY 2016/2017 
due to a lower number of registrants and the continued high rate of absence for 
classes. However, the ratio of certificates earned by IPs increased from 3.6% in FY 
2015/2016 to 4.2% in FY 2016/2017.

In fall 2016, Public Authority renamed several classes to better reflect the purposes 
and intentions of the subjects, while the content of the classes largely remained 
the same.

The curriculum offers 15 classes:

Series 1 Certificate classes:

Series 2 Certificate classes:

IPs were surveyed in May 2017 to determine training class preferences. A 
summary of their responses showed: 

 ■ 63% of respondents are currently interested in attending training classes

 ■ 83% of respondents are available to attend training classes between 9 a.m. and 
12:30 p.m., and 50% are available between 5:30 p.m. and 8:30 p.m. Percentages for 
other time slots were below 20%. (Respondents could choose multiple options) 

 ■ CPR 

 ■ First Aid

 ■ Understanding 
Diabetes 

 ■ Last Phase of Life 

 ■ Mental Health

 ■ Nutrition 

 ■ Personal Care

 ■ Safety and Infection 
Prevention

 ■ Safe Lifting and 
Transferring

 ■ Alzheimer’s Basics

 ■ Cancer Care Basics

 ■ The Skilled Care 
Provider

 ■ Caregiver Stress 
Management

 ■ Emergency and Disaster 
Preparedness

 ■ Falls Prevention
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 ■ 50% of respondents are available for classes on Tuesdays, Wednesdays, 
and Thursdays

 ■ The survey included an area for IPs to suggest new class subjects. Suggestions 
included: The Rights of IHSS Care Providers and Tips for Caring for Children

OVERTIME AND TIMESHEET TRAINING

Public Authority Services continues to offer training on the topics of overtime and 
travel time both in-class and via telephone to IPs and consumers. Between July and 
December 2016, 13 IPs completed classroom training for overtime and travel time. 
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Due to declining interest for timesheet classroom training, overtime and travel time 
training is now offered individually via telephone, as needed. In person training is 
available for IPs requiring additional assistance. In FY 2016/2017, Public Authority 
Services provided assistance to 109 IPs via telephone.

In May 2017, PA Services released a timesheet training video to assist IPs and consumers 
to better understand how to correctly complete and submit their timesheets; and how to 
avoid common mistakes that may delay pay or result in an overtime violation. Between 
the release date on May 10, 2017 and June 30, 2017, the video had 3,049 views. 
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COMMUNICATIONS

Public Authority Services’ website continues to be a fundamental point of reference, 
allowing IHSS consumers and IPs access to an extensive amount of categorized 
information and services. The website (www.pascc.org) provides information on 
all services provided by Public Authority Services, and information on topics of 
interest for consumers and IPs, such as: 

 ■ New provider enrollment into the IHSS program  

 ■ Fair Labor Standards Act overtime regulations and training

 ■ Resource library (videos, documents, and other references)  

Newsletter

Public Authority Services mails a quarterly newsletter, The Consumer Connection, to all 
IHSS consumers in Santa Clara County. The Consumer Connection offers educational 
and informative articles; updates; and current news to help consumers gain an 
understanding of the IHSS program. With access to this information, consumers can 
take full advantage of the IHSS program and enhance their ability to live safely at 
home. Published newsletters are available on the website: www.pascc.org. 

Program Introduction Packet
 
In Santa Clara County, an average of 370 consumers and 400 IPs are welcomed 
into the IHSS program each month. Public Authority Services mails an introduction 
letter to new consumers and IPs entering the program. The introduction letter 
informs consumers and IPs about services provided by Public Authority Services: 
Urgent Care Registry; Provider Medical, Dental, and Vision Benefits; Training; Call 
and Connect Sessions schedule; and Registry assistance for locating an IP.

Training Class Schedules

Bi-annually, Public Authority Services mails an updated training class schedule to 
all IHSS Independent Providers in Santa Clara County. All active IPs may participate 
in training and services available from Public Authority Services. Class schedules 
are also available on the website: www.pascc.org.

Call and Connect Sessions

Monthly, Public Authority Services holds Call and Connect Sessions for 
consumers. These toll-free conference calls provide information on a wide 
range of topics and are available to all IHSS consumers and their authorized 
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representatives.  A quarterly schedule is published in The Consumer Connection, 
and on the website: www.pascc.org. Promotional flyers highlighting Call and 
Connect Sessions are available in the Public Authority Services lobby and are 
included as part of the introduction packet mailed to newly enrolled consumers.

PUBLIC AUTHORITY REGISTRY

Public Authority Registry is a mandated element of Public Authority Services; 
established for the purpose of assisting IHSS consumers to find and employ eligible 
Independent Providers (IPs). Consumers typically accessing the Registry may not have 
family members or friends available (or able) to assist them with their activities of daily 
living, and/or to ensure their safety and comfort at home. 

Public Authority Registry staff members are committed to serving the needs of the IHSS 
consumer by providing a personalized list of qualified IPs obtained from the Registry. 
Special attention is placed on ensuring that the list of IPs provided to the consumer 
considers important consumer preferences, services necessary, and geographic location. 

In FY 2016/2017, the number of new consumer intakes increased by 15% as compared 
to FY 2015/2016. Additionally, the number of consumer/IP matches rose by 9.4%. 

Registry staff and Care Coordinators facilitate interventions assisting consumers and 
IPs to solve problems and increase effective communication. Interventions, similar to 
mediation, which consist of problem-resolution discussions for many aspects of their 
employer-employee relationship, such as disputes over scheduling; time management; 
management of multiple providers; and referrals to outside resources. 

Miscommunication and misunderstandings are reduced with interventions, increasing 
the longevity of the relationship with the consumer and IP. In FY 2016/2017, the number 
of interventions increased to 5,992 from 4,539 in FY 2015/2016, or 32%.

Registry Matches and Intakes Interventions

2012-13 2013-14 2014-15 2015-16 2016-17

Registry Matches Registry Intakes

0

200

400

600

800

1000

1200

1400

435
573 575

658

841

646

1,106

739

1,210

848

0

1000

2000

3000

4000

5000

6000

7000

2012-13 2013-14 2014-15 2015-16 2016-17

1,857

2,646

3,605

4,539

5,992



14

PA Registry Specialists and PA Training Specialists recruit and screen experienced IPs 
to be referred to consumers. Individuals interested in joining the Registry must have 
prior caregiving experience; attend a four hour training class; and interview with a 
Registry Specialist to be considered for inclusion in the Registry database. 

Factors are carefully considered when reviewing a candidate for addition to the 
Registry. Although not all candidates will meet the criteria required, successful 
candidates meet the needs identified by consumers, including: specific geographic 
locations, experience, and skills. Candidates must follow a state mandated enrollment 
process, which includes passing the Department of Justice criminal background check. 
Maintaining a database of well-qualified and reliable IPs is a critical component in the 
success of the PA Registry’s mission. 

In early 2017, a time and task study was completed to determine the amount of 
time required for adding new IPs to the Registry each month. The study measured 
the amount of time necessary, on average, for various tasks associated with adding 
individual IPs to the Registry. This information is used to calculate time needed to 
recruit and add new IPs each month. The study revealed that an average of two 
hours and nine minutes (or 129 minutes) of work is required to add one IP to the 
Registry. This calculation does not include the four hours needed to complete Registry 
introduction training; monthly application review process; and other required tasks 
which are difficult to assign, all for the addition of an individual IP. This number does 
not include work expended for IPs who apply, but who are ultimately not accepted 
into the Registry.

Using the results of the study—129 minutes per IP addition— time required to perform 
tasks related to adding 25 IPs to the Registry in March 2017, amounted to an estimated 
53 hours and 45 minutes. 

Using the same calculations from the study, time spent adding 203 IPs to the Registry 
in FY 2016/2017 equals an estimated 436 hours and 27 minutes—excluding those 
tasks mentioned above which are not included in these calculations. 

Registry Introduction Training Attendance Registry IP Referral Lists 
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Care Coaching

Based on community needs, Care Coaching is provided as an enhanced service. 
The program was re-established as of July 1, 2015 at the request of community 
members, with an initial team of three dedicated Care Coordinators (CCs) who assist 
IHSS consumers who require support and guidance to handle the complexities of 
being an employer. Care Coaching is a service of the Public Authority Registry.

CCs conduct home visits to assess the consumer’s needs and familiarize consumers 
with their role and responsibilities as an employer. CCs explain services available 
and review critical tasks required, including managing the IP’s daily job performance 
and preparing and submitting timesheets. CCs also provide an understanding of 
other important topics such as elder abuse. 

The number of consumers who require in-depth assistance in hiring and managing 
their IP(s) continues to increase. Additionally, a marked increase in consumers with 
behavioral and mental health issues is apparent, increasing the amount of time and 
effort required to facilitate long-lasting matches with IPs. 

As referrals increase, additional attention is needed for each case due to outside 
complexities that affect the well-being of the consumer and, in turn, their relationship 
with their provider. To address these issues, a fourth CC was added to the Care 
Coaching team. This additional staff member ensures sufficient staffing to cover an 
increasing demand for services. 

In FY 2016/2017, Care Coaching received 271 consumer referrals from multiple 
sources, including: IHSS; Adult Protective Services; Multipurpose Senior Services 
Program; and other community-based organizations. Nine referrals were received 
from Santa Clara Family Health Plan and one referral from Anthem Blue Cross.

Care Coaching Referrals chart
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Home visit interventions tend to increase the ability for a consumer and IP to 
have a successful, long-term relationship. Home visits conducted by a CC provide 
education and clarity for both consumers and providers for their expected roles 
and responsibilities, which increases compliance and reduces misunderstandings.  

In FY 2016/2017, CCs conducted a total of 348 home visits; an increase of 34% 
compared to the previous fiscal year. 

Urgent Care Registry

The third component of the Public Authority Registry is the Urgent Care Registry 
(UCR). The UCR ensures the well-being and safety of the IHSS consumer by 
filling the temporary, urgent need for immediate care. 

The UCR provides a safety net 
for IHSS consumers with critical 
personal care needs, in the event 
that their regular IP is unexpectedly 
absent. A replacement IP is provided 
for a short-term assignment to 
assist with urgent needs and to 
ensure that the consumer is safe. 
To be eligible to access the UCR, 
consumers must be authorized 
for at least 50 hours of IHSS. The 
UCR is staffed on a weekly rotating 
basis, from 8 a.m.–8 p.m. daily 
(including holidays and weekends) 
by a member of the PA Registry. 

Urgent Care Registry Hours
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Provider Back-Up Program

The need for a robust provider back-up program became evident as more consumers 
were discharged from hospitals, skilled nursing facilities, and other facilities without 
having care in place. Many times, these consumers were not able to successfully 
manage the transition, resulting in re-admission to the facility. 

In June 2016, sessions were conducted to recruit Registry providers to offer on-call 
assistance for newly discharged consumers. To be included in this program, providers 
must attend two trainings specific to this program. 

Providers must also check-in with a designated PA Registry staff member on a weekly 
basis to update their schedule availability; provide updates on any changes to their 
profile; and have a continuous line of open communication with staff. A close and 
effective partnership between the PA Registry staff and the back-up provider is critical 
for the success of this program. Initial services for this program began on July 14, 2016. 

In FY 2016/2017, 80 consumers accessed the provider back-up program. This 
component of the Registry continues to adapt as new challenges arise. 

IHSS INDEPENDENT PROVIDER ENROLLMENT

Public Authority Services is responsible for administering the enrollment process of 
Independent Providers (IPs) into the In-Home Supportive Services (IHSS) program 
for Santa Clara County. Several steps must be completed before an individual can be 
hired by an IHSS consumer for payment by the IHSS program.  

To be eligible for payment by the IHSS program, state law requires that Independent 
Providers must:   

 ■ Complete an application form and agree to the terms and conditions of the IHSS program

 ■ Provide their Social Security Card and government issued photo ID (to be 
photocopied and retained on file at IHSS)

 ■ Attend an orientation on the IHSS program, and sign a document confirming  
understanding and compliance with program rules 

 ■ Be fingerprinted and pass a Department of Justice (DOJ) criminal background check

Currently, over 22,900 IPs make up the IHSS workforce, with a large number joining 
and leaving the program every month. Most recently, between 450-550 new 
IPs are enrolled every month. On average, there are 30-50 individual enrollment 
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appointments each business day. Many IPs are family members of the IHSS consumer 
and are new to the program. 

New IPs receive access to valuable tools, including: orientation materials, education, 
and step-by-step assistance with enrollment.  

Maintaining files; managing the required orientations; and scheduling individual 
enrollment appointments for every IP is a complex process. In coordination with 
CareAccess (www.careaccess.biz), REVA, a web-based computer system, is used 
to automate and simplify many of the required enrollment steps. IPs are able to 
connect to the web-based system at any time to view orientation videos, complete 
enrollment forms, and schedule an individual enrollment appointment to complete 
the final steps in-person.  

During the final in-person individual enrollment appointment, PA Services staff 
members quickly access information entered by the IP; scan copies of a Social 
Security Card; scan government issued photo ID; and obtain an electronic signature 
for the required forms. Documents are automatically filed for future reference on 
the secure, online system. REVA also provides forms and information to initiate 
fingerprinting and background checks.   

As of April 2015, in-person group orientations are required by law. PA Services, in 
cooperation with the Service Employees International Union 2015, conducts these 
additional group orientation meetings.  

Our dedicated enrollment phone line is a valuable tool for new IPs enrolling into 
the program. The enrollment line provides necessary information including: required 
enrollment steps; obtaining timesheets; and receiving an initial paycheck. Public 
Authority Services staff educate providers and consumers about enrollment steps and 
resolve issues that may delay acceptance into the IHSS program through individually 
scheduled appointments on the dedicated enrollment phone line. In FY 2016/2017, 
the dedicated enrollment line received an average of 760 calls each month.  

Provider Enrollment
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The Department Of Justice (DOJ) Background Check For IHSS Care 
Provider Enrollment

IPs are required to provide a fingerprint submission for enrollment into the 
IHSS program. Public Authority Enrollment staff is responsible for conducting 
a detailed review of any Criminal Offender Record Information (CORI) received 
as a result of this submission.

Every new IP must complete and pass a successful DOJ background check, as 
defined by law. For the IHSS program, all criminal records for the individual 
within California during the past 10 years are reviewed. This review does not 
include an FBI check for any out-of-state records. Individuals applying may be 
approved as IHSS Independent Providers even if they have a criminal record for 
certain offenses. The IHSS consumer will not receive notification that a provider 
has any criminal history, unless the crimes are listed as specified by law. 

Criminal offenses which do not disqualify an IP and are not disclosed to the 
IHSS consumer include: grand theft, numerous financial crimes, and spousal 
battery. If a criminal record would otherwise disqualify a provider, the consumer 
(in most cases) has the ability to sign a waiver that discloses the crime(s), and 
to hire the IP. 

Public Authority Services enrollment staff review CORI materials to determine 
if a provider has passed the background check and provide notifications to 
consumers and IPs, including waiver documentation if/when an IP does not 
pass the background check. 

BENEFITS ADMINISTRATION

Public Authority Services is responsible for administering employment benefits 
for In-Home Supportive Services Independent Providers in Santa Clara County. 
On a monthly basis, PA Services Benefits Specialists notify new IPs of eligibility 
of benefits; provide application forms; assist with form completion; explain 
benefit options; and offer assistance via telephone and in person. Medical 
benefits include Valley Health Plan (VHP), Liberty Dental, and Vision Services 
Plan (VSP).  IHSS IPs are also eligible for a Valley Transit Authority (VTA) 
pass for use on busses and light rail services throughout Santa Clara County. 
Additionally, IPs may elect to join the Santa Clara County Federal Credit Union. 
In order to enroll and maintain eligibility for health, dental, and vision benefits, 
an IP must be paid a minimum of 35 hours per month for the two most recent 
months worked. 
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Accessing online records allows for quick review of IP files and information, 
expediting responses to more than 1250 telephone inquiries handled by Benefits 
staff members in an average month. The number of IPs taking advantage of medical 
benefits continues to grow each year as illustrated in the Benefits Enrollment 
Growth chart.   

Two Plans for Medical Benefits 

With the negotiated labor agreement in October 2014, a new medical benefits 
plan became available for newly enrolled IPs. All members receiving benefits 
prior to September 2014 remain in the “Classic” VHP Plan. The “Classic” VHP 
Plan is no longer available to new members. 

The “Preferred” VHP Plan is offered to those enrolling after September 2014. As 
turnover in the workforce occurs, IPs are transitioned to the new “Preferred” VHP 
Plan.  The two plans offer different networks of doctors and healthcare providers. 

The medical benefits offered to IPs are important and valuable components of their 
compensation. Currently, the monthly premiums paid by Santa Clara County and 
the IHSS program are $775.88 for the Classic Plan and $735.56 for the Preferred 
Plan.  IPs pay $25.00 per month as their share of these medical premiums. 

Each month, Benefits Specialists identify IPs whose monthly $25.00 insurance 
premium was not deducted from their paycheck. Public Authority Services bills 
and collects the missed deduction directly from the IP. With the introduction of 
Case Management Information and Payrolling System (CMIPS) II in May 2013, 
requests for additional deductions from a provider’s paycheck may be submitted 
to pay for missed deductions. The need to bill providers for collection of missed 
premium payments was thus reduced but not eliminated.    
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Chart “Two VHP Medical Plans” illustrates the ongoing transition from the Classic 
VHP Plan to the Preferred VHP Plan.

Transit Pass Benefit

Santa Clara County IPs are eligible for a free bus pass as one of their employment 
benefits.  IPs are provided with a “Clipper” card preloaded with the VTA “ECO 
pass”—a free transit pass. Public Authority Services mails these cards and an IP 
photo identification badge to new care providers. The card is automatically renewed 
as long as an IP is actively working as an IHSS Independent Provider.

Continuous Process Improvement

To accommodate the significant ongoing growth in the IHSS consumer and provider 
population, with minimal increase in staffing, PA Services departments continuously 
review and update processes to improve efficiency in handling call volumes and written 
notices; Registry recruitment; consumer and provider training class availability and 
convenience; handling Enrollment appointment volumes; and in all other aspects of 
effectively serving the needs of IHSS consumers in Santa Clara County. 
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RECOMMENDATIONS TO THE BOARD OF  
SUPERVISORS 2017

1. An urgent issue brought forward by IHSS consumers and providers is 
the significant wait times experienced when calling the IHSS office. 
It is normal to wait on hold for over an hour when phoning the IHSS 
office. The Advisory Board is aware that the county is currently working 
on automation changes to help with this issue, however this will only 
help to a certain extent. The IHSS unit has not hired additional staff to 
answer telephones in over 10 years, although the caseload has grown 
substantially during this period of time. The caseload in 2007 was 13,009 
and is currently nearly double that amount at 23,236, and yet telephone 
staffing hasn’t been increased and customer service is suffering. The 
Advisory Board is asking the county to utilize all resources necessary to 
hire additional staff as soon as possible to improve customer service and 
eliminate the inordinately long telephone hold times. 

2. The Advisory Board considers it imperative that all IHSS social workers 
receive training on the consumer directed model of care and the 
independent living philosophy. IHSS is built on consumer direction and it 
is important that all levels of IHSS staff understand this concept. 

3. The Advisory Board request that the CCI Unit in IHSS remain in place 
after the closure of the Coordinated Care Initiative at the end of this year. 
This team has facilitated valuable coordination between the health plans 
and other providers making referrals to IHSS. It has enabled significant 
reductions in turn-around-times for IHSS applications and diverted calls 
that would otherwise go through the main IHSS line.
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Consumer
“I’m really grateful for Jose and we’re making a lot of progress. He’s very diligent, 
pays attention and intuitive. He thinks ahead and does the job without me asking 
him. I’m very happy. You’ve done a super job with all that you could. You are a 
true professional.”

“She’s (IP) a real darling, she really is. I have been blessed. She’s never late for work, 
very polite, nice, professional and mature.  She’s also very honest and clean. I hit a 
jackpot with her. Thank you lord for Julie for bringing a good one this time. You’ve 
been with me for a long time and always done well, treated me well. It’s all good, no 
complaints whatsoever. You’re a real pro.”

“I have multiple disabilities and the Call and Connect Sessions are such a gift, they are invaluable 
to me! I really appreciate that (Public Authority is) providing these calls and bringing training to 
me instead of me having to hunt for it all by myself. “

“I love to stay informed and to keep learning. The newsletter is great because we 
need to know what is going on and (Public Authority Services) send that right to us.”

Provider
“Public Authority explained everything clearly and made getting involved with 
IHSS so smooth. Helping others and being a part of the Registry is such a blessing. 
Everything is going good!” 

“I learned so much from the Registry Introduction Training. Now, I understand my 
limitations and responsibilities as an Independent Provider”

“The Registry Introduction Training was outstanding! The presenters were professional 
and a lot of useful information was covered. This program is great.”

“I am so grateful for the overtime and timesheet training that the Training department 
has given me over the last few months! Everytime I have a question or start to second 
guess myself about if I’m filling the timesheet out right, I know I can call them and 
they will help. They have helped me avoid making mistakes that would have cause a 
violation at least twice!”

“I’m new to IHSS and I got a violation on a timesheet and couldn’t figure out why, so 
I called the Public Authority for help. They explained that I had forgotten to account 
for the claimed hours that I had already worked, and took the time to give me some 
example and advice on how to make sure I don’t get any more violations. She also 
directed me to the timesheet training video, which I think will be a big help.”

TESTIMONIALS



2115 The Alameda, San Jose, California 95126
TEL. 408.350.3206

www.pascc.org

Public Authority Services 
by Sourcewise 

Information concerning 
provider benefits, Eco/
Clipper Pass, training or 

other services of the  
Public Authority. 
(408) 350-3206

Public Authority Services 
Registry

Call the Registry, if you 
need help finding an IHSS 

care provider.
(408) 350-3251

IHSS Social Services
Information regarding 
authorized hours and 

services or to speak with a 
social worker.

(408) 792-1600

IHSS Payroll
Call for any payroll or 

timesheet matters.
(408) 792-1600

UNION SEIU Local 2015
Representing providers. 

Call for information about 
the Union and  

payroll deductions.
(855) 810-2015

Adult Protective Services
24-hour Hotline.  

Call for help, if you or 
someone you know 

suspect abuse of a senior 
or dependent adult.

(408) 975-4900 
(800) 414-2002

Sourcewise 
Information & Awareness
Information on available 

services in 
Santa Clara County.

(408) 350-3200,  
option 1

Important Phone Numbers

Members of the Public Authority Advisory Board
Deane Denney
JoAnn Disbrow

Senon Hernandez 
Cheryl Hewitt

Otilia Ioan
Judy Pipkin
Terri Possley  

(Ex-Officio Member)
Ellen Rollins

Dennis Schneider 
Robert Stroughter
Janie Whiteford 
Theresa Wright

Public Authority Services by Sourcewise www.pascc.org
Phone:  (408) 350-3206     Fax: (408) 296-8340     E-mail: info@pascc.org


