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LETTER FROM ADVISORY BOARD CHAIR

Dear IHSS Public Authority Governing Board: 

On behalf of the IHSS Advisory Board of Santa Clara County I am pleased 
to report Public Authority Services’ accomplishments for the fiscal year 
2018/2019.

The Advisory Board wants to thank the Board of Supervisors for their 
consistent support of the IHSS Program in Santa Clara County. We believe 
we have the best and most comprehensive program in the State, one that is 
looked up to as the model for many of the programs we have implemented. 
We stand ready to collaborate with you, county, and Public Authority 
Services staff in continuing to work toward improvements in this vital 
community service.

We are pleased to provide you with this report and to fulfill our legal 
mandate to provide recommendations for the future.

Thank you;

Dennis Schneider, Chair
IHSS Public Authority
Advisory Board
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LETTER FROM SOURCEWISE BOARD CHAIR

Dear IHSS Public Authority Governing Board:

On Behalf of the Board of Directors of Sourcewise, we are pleased to 
present this report on the accomplishments of the Public Authority by 
Sourcewise for fiscal year 2018/19.

Sourcewise is proud to provide management support to the Public 
Authority. This public/private partnership has proven to be one of the most 
progressive Public Authority models in the state. This staffing structure has 
enabled the Public Authority to maintain a balance between meaningful 
consumer participation and advocacy.

We are certain you will find the information within this report informative 
and illustrative of just what can be accomplished in a true collaborative 
effort between and among funders, advocates and consumers of In-Home 
Supportive Services. 

Sourcewise looks forward to a continued close and productive relationship 
with you, the Public Authority Governing Board. Thank you for the 
opportunity to assist many of the most vulnerable residents of Santa Clara 
County. 

Sincerely;

Michal Mendoza, 
Board of Directors
Sourcewise
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INTRODUCTION

May 2019 marked the twentieth anniversary of Public Authority Services by 
Sourcewise (PA). PA’s scope has grown and shifted with the changing needs of 
the IHSS population over the past two decades as we have strived to exceed the 
expectations of our stakeholders.

Expanding from two part-time administrative staff in 1999, PA currently has 19 full-
time staff who work diligently Monday through Friday, 8 a.m. to 5 p.m. to accurately 
and effectively provide services to the IHSS consumers and care providers who make 
up the IHSS population; a total of 24,966 consumers and 25,376 care providers at 
the end of the Fiscal Year (FY) 2018/2019.

We are honored to continue serving IHSS consumers and care providers in Santa 
Clara County and look forward to adapting to the changing needs of the ever-growing 
IHSS population in the years to come. 

Public Authority Services by Sourcewise in Santa Clara County is 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.

Public Authority Services by Sourcewise staff
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Public Authority Services by Sourcewise is pleased to provide this report summarizing 
activities for FY July 1, 2018–June 30, 2019 in which we showcase a summary of 
activities, accomplishments, and service enhancements completed during the past 
fiscal year; 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 to enhance IHSS in Santa Clara County. 

IN-HOME SUPPORTIVE SERVICES  
PUBLIC AUTHORITY MANDATES

Assembly Bill 1682 (1999-2000) requires each Public Authority to:

 ■ Provide a registry to assist In-Home Supportive Services 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 collective bargaining

 ■ Negotiate wages, benefits, terms, and conditions of employment for Independent 
Care Providers serving IHSS consumers 

Public Authority Services by Sourcewise provides all of the above in Santa Clara County.

IHSS ADVISORY BOARD

The IHSS Advisory Board is a state mandate for Public Authority Services. The 
Advisory Board is composed of eleven members: 51 percent of whom are current or 
past users of IHSS or personal care assistance. The Advisory Board studies, reviews, 
evaluates, and provides 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. 
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INDEPENDENT PROVIDER APPRECIATION

November marks National Caregiver Month and the annual Independent Provider 
Appreciation event hosted by Public Authority Services. On November 28, 2018, Public 
Authority Services  celebrated Independent Providers (IPs) for their hard work, dedication, 
and compassion to the consumer(s) they serve. The IPs were treated like celebrities at a 
red carpet event and enjoyed the status of Very Important Providers (VIPs). IPs make the 
difference in the lives of the consumer(s) they serve, and their noble contributions were 
recognized and celebrated.

At the celebration, Supervisor 
Cindy Chavez of the Santa Clara 
Board of Supervisors presented 
the Board’s official proclamation 
declaring November to be Santa 
Clara County IHSS Caregivers 
Month. 

IHSS Director Terri Possley, along 
with IHSS Advisory Board Members 
and Public Authority Services 
staff, expressed their gratitude to 
Independent Providers. In addition, 
the event offered an occasion for 
IPs to network with each other, 
building camaraderie in the IHSS 
caregiving community. 

IPs having fun in the Red Carpet themed photo booth at the 
Independent Provider Appreciation event on Nov. 28, 2018.
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CONSUMER TRAINING

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

Public Authority Services addressed this challenge by continuing to offer monthly 
phone conferences, “Call and Connect” sessions, through April 2019. Call and 
Connect sessions provided convenient training opportunities for consumers and 
are offered via a toll-free number. 

Call and Connect topics offered in FY 2018/2019 included:

 ■ Keeping Cool and Staying Active
 ■ Preventing Falls
 ■ Understanding IP Sick Leave
 ■ Planning and Managing IP Hours Each Month
 ■ Diabetes Prevention
 ■ Finding, Hiring, and Managing IPs

 ■ IHSS, Social Workers, and Public Authority Services; Who Does What

Due to the many challenges for consumers to participate and highly reduced 
registration for the Call and Connect sessions during FY 2018/2019, the sessions have 
been discontinued. Alternative methods for consumer training are being explored, 
but many hurdles remain.

Consumers receive printed educational material through the quarterly newsletter. 
The newsletter provides information for consumers that can help them continue to 
live safely at home and guidance on how to increase knowledge and management 
as an employer of IP(s). During FY 2018/2019, a total of 97,016 newsletters (The 
Consumer Connection) were mailed to IHSS consumers. See “Communications” for 
additional information. 

The Consumer Connection is also available in the resources section of the PA website: 
www.pascc.org.
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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 2018/2019, PA provided training for 2,053 IPs and issued 62 
certificates of completion to IPs who finished all nine Series 1 certificate classes and 
24 certificates of completion to IPs who finished all six Series 2 certificate classes.

Though the number of IPs who attended PA training classes increased from Fiscal 
Years 2016/2017 and 2017/2018, weighty challenges remain in encouraging IPs to 
register and attend the classes. The significant gap between the number of seats 
available and the number of seats filled in the classes continue to be a challenge, as 
evidenced by the “Number of IPs Trained” chart.

Classes are offered at various locations 
throughout Santa Clara County through 
partnerships formed with agencies and 
adult schools, including: Fremont Union 
High School District Adult School; 
Milpitas Union School District Adult 
Education; Morgan Hill Community 
Adult School;  Alzheimer’s Association; 
Cancer CAREpoint; Santa Clara County 
Fire Department; and the Emergency 
and Health Training Center. Classes 
are scheduled throughout the week, 
including weekends, for varying times 
of the day. 

CPR training classes in English and 
Spanish were added to the offerings 
available in Morgan Hill and east San 
Jose locations. Safety and Infection 
Prevention in English, Mental Health, 
and Last Phase of Life in Vietnamese 
were added to the trainings available 
in Milpitas.

Total classes offered to IPs increased 
to 130 in FY 2018/2019 from 120 in FY 
2017/2018.
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Much work was put into completing translation of our nine Series 1 certificate classes 
to ensure information is consistent, regardless of the language in which the class is 
being held. By the end of FY 2018/2019, translation of all Series 1 class presentations 
and supporting materials was completed in Spanish and Vietnamese. All curriculums 
in all languages were shared with the California Association of Public Authorities 
(CAPA) for access and use by any Public Authority in the state.

Training curriculum offers 15 classes:

Series 1 Certificate classes:

Series 2 Certificate classes:

OVERTIME AND TIMESHEET TRAINING

Public Authority Services continues to offer training to IPs via telephone on the 
topics of timesheets, overtime, and travel time. 

Assistance was provided to 221 individuals who required in-depth personalized 
training for overtime and/or timesheet issues in FY 2018/2019. 

In May 2017, PA released a timesheet training video to assist IPs and consumers 
to better understand how to correctly complete and submit their paper 
timesheets and how to avoid common mistakes that may delay pay or result in 
an overtime violation. 

Following the video’s release, the video has been viewed 105,584 times and 
49,351 of those views took place during the FY 2018/2019.    

 ■ 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



11

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 education on topics of interest 
for consumers and IPs, such as:  

 ■ New provider enrollment into the IHSS program  

 ■ IHSS timesheet information and training video

 ■ Information and recruiting materials for joining the Public Authority Services Registry

 ■ 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 current news; updates; and articles 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 in the resources section of 
the website: www.pascc.org. 

The newsletter also functions as educational material for IHSS consumers. See section 
“Consumer Training” for additional detail.

Program Introduction Packet
 
In Santa Clara County, an average of 310 consumers and 449 IPs were welcomed 
into the IHSS program each month during FY 2018/2019. Public Authority Services 
mails an introduction letter to new consumers and IPs upon entry to the program. 
The introduction letter informs consumers and IPs about services provided by Public 
Authority Services: Urgent Care Registry; Provider Medical, Dental, Vision, and Valley 
Transportation Authority’s SmartPass benefits; Training; and Registry assistance for 
locating an IP.  

Training Class Schedules

Twice per year, 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. A total of 49,410 
training class schedules were mailed to IPs in Santa Clara County in FY 2018/2019. 
Class schedules are also available on the website: www.pascc.org.
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PUBLIC AUTHORITY REGISTRY

Public Authority Registry (the Registry) is a mandated element of Public Authority 
Services; established for the purpose of assisting IHSS consumers to find and hire 
qualified, prescreened Independent Care Providers (IPs). Consumers who typically access 
the Registry may not have family members or friends available  to assist the consumer 
with their activities of daily living. Consumers may also have a need to hire additional 
providers to receive the care they need. 

The Registry is able to help consumers by providing a tailored referral list of IPs whom 
match the needs and preferences of the consumer, as closely as possible, such as schedule 
required, services needed, and geographic location. 

The Registry provides the service by maintaining an electronic database of experienced 
IPs who have met the following requirements: 

 ■ Complete an in-person interview with a member of PA staff. 

 ■ Provide two positive references, who have been contacted and verified. 

 ■ Attend a three and a half hour Registry 
Introduction Training. 

 ■ Complete the State-mandated 
enrollment process; including passing 
a Department of Justice background 
check. 

Information about an IP’s skills, 
preferences, schedule availability, and 
geographic preferences are maintained 
and updated on a monthly basis in an 
effort to provide consumers with an 
accurate list of available IPs who meet the 
consumer’s specific needs. 

The significant ongoing workload 
of creating personalized IP lists for 
consumers and maintaining the Registry 
is illustrated in the “Regular Registry IP 
Lists” chart. 
                    
The “Registry Matches and Intakes” chart 
showcases the number of referral lists 
that resulted in a successful consumer/IP 
match in the FY 2018/2019, as well as the 
number of new consumers who contacted 
the Registry for assistance in finding and 
hiring an IP.
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The difference between the number of regular Registry lists created and the number 
of successful Registry matches highlights the need for ongoing recruitment of IPs into 
the Registry. 

Nearly 1,100 IHSS consumers in Santa Clara County actively used the Registry during 
the FY 2018/2019, and roughly 400 IPs were on the Registry’s list. When a consumer 
asks for a list of providers, the Registry’s database filters IPs based on the consumer’s 
needs, including: 

 ■ Availability to work for more consumers.

 ■ Availability during the consumer’s preferred work schedule.

 ■ Ability to commute to the consumer’s home.

 ■ Willingness to perform the authorized tasks which are needed by the consumer. 

 ■ Willingness to work within consumer’s home environment (smoking/non-smoking, pets, etc.). 

With these filters in place, the list of 400 IP names drastically drops to a smaller pool of 
10–20 available IPs. At times, the pool can drop even more and result in no available IPs, 
particularly if the consumer has specific language needs or requires certain services that are 
more difficult to serve, such as lifting/transferring or being driven to medical appointments.

Certain communities within Santa Clara County have a small number of available IPs, 
including: Palo Alto, Los Altos, Mountain View, Gilroy, and Morgan Hill. A larger number 
of IPs live in central and east San Jose and may not be willing to commute to these 
more distant locations. 

The Registry, in partnership with the Public Authority Training Department, is continually 
recruiting more IPs to the Registry and adding additional names to the Registry list on 
a monthly basis. Recruitment is challenging, especially with the rising cost of living in 
Santa Clara County. 

In both FY 2017/2018 and 2018/2019, 
providers who completed the process 
of joining the Registry dropped 
significantly, as exhibited in the “Registry 
Introduction Training Attendance” chart.

Creating referral lists for consumers is 
only one part of the work of the Registry. 
At times, the consumer-IP relationship 
is challenged with misunderstandings 
and miscommunication. Registry staff 
and Care Coordinators help preserve 
consumer and provider relationships 
by regularly providing interventions 
to both parties. Interventions increase 
the longevity of the relationship between the consumer and IP through empowering, 
educating, and reminding consumers and IPs of their designated employee and 
employer roles. 
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Interventions, similar to mediation, consist 
of problem-resolution discussions for 
many aspects of the employer-employee 
relationship; providing education and 
clarification for disputes over scheduling; 
time management; scope of services; 
supervisory tips; management of multiple 
providers; and referrals to outside resources. 

In FY 2018/2019, the number of interventions 
decreased to 5,727 as compared to 6,684 in 
FY 2017/2018, or 12%. 
 
Care Coaching

Care Coaching is an enhanced service of the PA Registry, which focuses on assisting 
consumers who experience significant challenges with their employer responsibilities, 
including interviewing, hiring, training, and even supervising their IPs. These consumers 
require guidance and assistance in handling the complexities of being an employer due 
to physical limitations, mental disabilities, or other specific issues; making one-on-one 
assistance necessary. 

In FY 2018/2019, Care Coaching received 180 new referrals. The program’s growth 
came not only from new referrals but also from returning consumers who previously 
used the program. Consumers in the Care Coaching program who need to replace 
their provider or need to hire additional providers often request assistance from their 
Care Coordinator (CC). 

Fiscal year 2018/2019 shows a significant increase of returning consumers resulting 
in 364 compared to 204 for the previous fiscal year. 

Consumers are paired with a Care Coordinator who conducts in-home visits, explains 
the IHSS process, and introduces the 
consumer to what Care Coaching can 
do. The consumer is not obligated to 
agree to or accept assistance from a CC. 

In the second half of FY 2018/2019, 
the ability of the Care Coordinators 
to conduct home visits was greatly 
undermined by staff turnover caused 
by the competitive job market within 
Santa Clara County. 
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Public Authority Services’ limitations on providing a competitive wage to meet the 
high cost of living in Santa Clara County created challenges in recruiting for open 
CC positions. Through negotiating a wage bump for the CC position, PA was able 
to end FY 2018/2019 with all four of our Care Coordinator positions staffed, and the 
ability to take on a heavier load of Care Coaching cases.

While assisting the consumer through the hiring process, the CCs assess the 
consumer’s ability to eventually perform the duties involved with the hiring process 
on their own; one of the program goals is consumer independence. Consumers who 
are capable of completing the hiring process on their own will be transitioned to the 
PA Registry for future provider list requests. 

By working closely with the consumer, the CC also has the ability to identify additional 
gaps in services and refer the consumer to community resources, such as case 
management programs, Meals on Wheels, and the Health Insurance Counseling & 
Advocacy Program. 
 
Urgent Care Registry

The Urgent Care Registry (UCR) provided by the Public Authority Registry, ensures 
that consumers with critical high needs have access to a safety net should they find 
themselves unexpectedly without an IP. Short notice absence and no shows by the 
IP can create a stressful and alarming situation for consumers, especially when they 
do not have a back-up plan in place for their care. 

To be eligible for UCR, consumers must be authorized for at least 50 hours of IHSS 
services, be approved for and have an urgent need for personal care tasks, such as 
bathing, bowel and bladder care, and transfers. A replacement IP is provided on a 
short-term basis to assist the consumer with their urgent needs to ensure their safety 
and well-being and to prevent trips to the emergency room. 

The primary reasons consumers access 
the UCR is to find a substitute IP when 
their regular provider cannot report 
for their schedule due to a personal 
emergency or illness, and to receive 
temporary care while searching for 
a new IP when their regular provider 
suddenly quits with little or no notice.
 
In FY 2018/2019, 222.5 UCR hours were 
utilized compared to 306 hours used 
in FY 2017/2018, as illustrated in the 
Urgent Care Registry Hours chart. 
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Expedited Registry 

The Expedited Registry is a provider on-call program that PA created to assist 
consumers who do not have home care in place when they are discharged from 
hospitals, skilled nursing facilities, and other facilities. This temporary assistance 
program consists of Registry IPs who have agreed to be on-call to provide temporary 
care to at-risk, vulnerable consumers. 

The Expedited Registry consists of qualified IHSS providers who are available to be 
dispatched by a Registry Specialist to a consumer’s home. The consumer maintains the 
right to refuse services from the provider if they are not comfortable with the situation 
once the provider arrives to their home. 

The IPs in the Expedited Registry are typically connected with consumers within a few 
days of services being provided, and timesheets are mailed to them that same week. 
Providers are still required to return to the consumer’s home for their signature on the 
timesheet. Efficient timesheet processing for this program is possible as a result of an 
effective partnership between Public Authority Services and IHSS. 

While the Expedited Registry works to ensure consumers receive the immediate 
assistance needed to stabilize their situation by arranging a temporary provider, the 
regular Registry simultaneously sends the consumer, or their authorized representative, 
a provider list to begin the search in finding a long-term IP. 

Working in tandem, these services comprise the Expedited Registry and fill the gap 
faced by consumers upon discharge to their home from a facility, which allows for a 
safer, smoother transition for consumers who access the program. 

A major challenge in recruiting IPs for this program is rooted in PA’s inability to 
provide proper incentive to IPs for expedited, short-term, on-call services. At this 
time, PA is unable to offer a higher wage, incentive payment for accepting Expedited 
Registry assignments, or additional benefits that might motivate IPs to join the 
Expedited Registry.

The effectiveness of this program hinges on the Registry’s ability to assign a staff 
member to dedicate their focus on recruiting IPs from the Registry to serve consumers 
who are seeking release from a care facility, and in handling the Expedited Registry 
referrals as they are received. Again, the competitive job market within Santa Clara 
County led to significant Registry staff turnover during the FY 2018/2019 and this 
program was greatly undermined, which caused the Expedited Registry program to 
be suspended until FY 2019/2020.

Despite these challenges, the Expedited Registry was able to assist 13 consumers 
during FY 2018/2019; a significant decrease from the 78 consumers helped during FY 
2017/2018.
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IHSS INDEPENDENT PROVIDER ENROLLMENT

Public Authority Services is responsible for administering the enrollment process 
of IPs into the IHSS program for Santa Clara County. An individual providing care 
services must complete several steps as required by law to be eligible for payment 
as an IHSS provider.  

To be eligible for payment by the IHSS program, IPs 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 scanned 
and maintained in their electronic file).

 ■ Attend an orientation on the IHSS program.

 ■ Sign a document confirming understanding and compliance with program rules. 

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

Currently, over 25,475 IPs make up the IHSS workforce in Santa Clara County, in 
which 70 percent   are family members of at least one IHSS consumer for whom 
they provide care. A large number of IPs join or leave the program every month. 
Most recently, between 450-500 new IPs were enrolled every month. On average, 
there are 30–50 individual enrollment appointments each business day at the Public 
Authority Services office. 

New IPs receive access to valuable tools, including: orientation materials, educational 
videos, and step-by-step enrollment instructions and assistance.

Maintaining files, managing the required orientations, and scheduling individual 
enrollment appointments for every IP is a complex process.  A web-based computer 
system—Registration, Enrollment, Video Appointment (REVA)—automates and 
simplifies many of the required enrollment steps. IPs connect to the web-based system 
at their convenience 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 Enrollment staff 
access information previously entered by the IP to scan copies of the Social Security 
Card, the government issued photo ID, and to obtain an electronic signature for the 
required forms. Documents are automatically filed for future reference in the secure, 
online system. REVA also provides forms and information to initiate fingerprinting 
and background checks.   
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Public Authority Enrollment Specialists in cooperation with the Service 
Employees International Union (SEIU) 2015 conduct the required in-person group 
orientation meetings.  

The dedicated enrollment phone line is also a valuable tool for new IPs enrolling in the 
program. The enrollment line provides specific individualized information including: 
required enrollment steps; timesheet access; and initial payment instructions. PA 
staff educates providers and consumers about enrollment steps and resolve issues 
that could otherwise delay acceptance into the IHSS program.

One goal of Public Authority Enrollment is to reduce delays of the “time to first 
paycheck” for new care providers.  PA encourages IPs to enroll as soon as the 
consumer they expect to work for has applied for IHSS services. This allows the 
IP to begin the enrollment process before an IHSS consumer has been authorized 
for services.  

Providers can often be fully enrolled and ready to be paid by the time their consumer 
completes the authorization for services process. This method reduces the wait time 
for initial paychecks.  For family providers who have been taking care of the consumer 
even before IHSS services are assessed and authorized, this may also provide some 
limited retro-payments.   

The Department Of Justice Background Check For IHSS Care 
Provider Enrollment

IPs are required to submit their fingerprints for enrollment in the IHSS program. PA 
Enrollment staff are responsible for conducting a detailed review of any Criminal 
Offender Record Information (CORI) received as a result of this submission.

Public Authority 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 when an IP does not pass the background check. 
 
Every new IP must complete and successfully pass a Department of Justice (DOJ) 
background check, as defined by law. For the IHSS program, staff review all criminal 
records deemed relevant by the DOJ as it applies to the IHSS program for the 
individual within California during the past 10 years. The review does not include an 
FBI check for any out-of-state records. Individuals applying may be approved as an 
IHSS Independent Provider 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. 
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BENEFITS ADMINISTRATION

Public Authority Services (PA) is responsible for administering employment benefits for 
In-Home Supportive Services (IHSS) Independent Providers (IPs) in Santa Clara County. 

PA Benefits staff members handle responses to more than 1,500 telephone inquiries 
each month by accessing Electronic records which expedites a review of IP files. The 
number of IPs taking advantage of medical benefits continues to grow each year as 
illustrated in the “Benefits Enrollment Growth” chart.

On a monthly basis, PA Benefits 
Specialists notify new IPs of eligibility 
for benefits; provide application forms; 
assist with form completion; explain 
benefit options; and offer assistance 
via telephone. 

Medical benefits include Valley Health 
Plan (VHP), Liberty Dental, and Vision 
Services Plan (VSP).  IPs are also 
eligible for a Valley Transit Authority 
(VTA) SmartPass for use on busses 
and light rail 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 and agree to pay the $25 
monthly premium through a payroll deduction.   

Two Plans for Medical Benefits 

Beginning September 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 or 
re-enrolling members. 

The “Preferred” VHP Plan is offered to those enrolling after September 2014. As 
turnover in the workforce occurs, IPs are placed into 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, monthly premiums paid by Santa Clara County and IHSS 
are $924.73 for each Classic Plan, and $665.33 for each Preferred Plan. IPs pay $25 
per month as their share of these medical premiums. 

Benefits Enrollment Growth 
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Each month, PA Benefits Specialists identify IPs whose monthly $25 insurance premium 
was not deducted from their paycheck. Public Authority Services bills and collects 
the missed deduction directly from 
the IP. With ongoing improvements 
in the benefits system, requests for 
additional deductions from provider’s 
paychecks are submitted in order to 
pay for missed deductions. This has 
reduced (but not fully eliminated) the 
need to bill providers for collection of 
missed premium payments.     

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 
“SmartPass”—a free transit pass. PA Benefits staff mails these cards and an IP photo 
identification badge to new IPs. 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 illustrated in the “IHSS 
Program Growth” chart, with minimal 
increase in staffing, Public Authority 
Services departments continuously 
review and update processes to 
improve efficiency in handling call 
volumes and written notices; Registry 
recruitment; consumer and provider 
training availability and convenience; 
handling enrollment appointment 
volumes; and in all other aspects of 
effectively serving the needs of IHSS 
consumers in Santa Clara County. 

Two VHP Medical Plans
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A PROFILE OF IHSS CONSUMERS

The following charts demonstrate the wide diversity and range of needs of the 
consumer and provider community within the IHSS program for Santa Clara County.
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RECOMMENDATIONS TO THE BOARD OF  
SUPERVISORS 2019

IHSS is a critical service for seniors and people with disabilities in Santa Clara County, 
providing services that assist consumers of IHSS to live independently.  The IHSS Public 
Authority Advisory Board has submitted requests for additional IHSS clerical support staff 
for the past two years but no increase of staff in this crucial area has been made. 

The IHSS program has grown 
significantly over the past 10 years; the 
consumer population in Santa Clara 
County has increased by 56% and the 
care provider population has grown 
by 75%, as highlighted in the “10 Year 
Program Growth” chart, and these 
populations will continue to grow.  
However, while the number of IHSS 
Social Workers has been increased 
to maintain caseload standards the 
number of support staff has not. 

Last year  $500,000 was used to hire extra help through temporary staff positions 
to meet this need and, although this is helpful, it is a temporary fix that actually 
makes operations more difficult. Temporary staff requires training, as would regular 
employees, and are only authorized to be in place for six months, which means the 
time spent training them is wasted as their time ends at IHSS while the workload 
remains and increases. This problem is ongoing, not temporary.

A critical component which heavily impacts workload and must be considered is the 
amount of consumer and provider turnover taking place every month. 

For every individual who leaves or returns to the program, the workload may include 
but is not limited to:

 ■ Telephone calls

 ■ In-person assistance in the IHSS lobby

 ■ In-home assessment visits

 ■ Forms to complete and enter into the CMIPS database

All of these tasks take valuable staff time and cannot be fixed by automation. The 
amount of turnover during the most recent fiscal year is emphasized through the 
percentages below:
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 ■ Turnover of IHSS consumers was 5,094 or 20.4% in 
FY 2018/19.  Although the program appears to be 
growing at only 4% to 5% annually, the workload 
is driven by the number of new people joining and 
leaving the program each year, which is over 20% 
of the consumer population as illustrated in the “FY 
2018/19 Consumer Turnover” chart.

 ■ IHSS provider turnover total was 7,071 or 27.8% in 
FY 2018/19, while annual growth in the number of 
providers has been between 5.0% - 6.4%, as shown 
in the “FY 2018/19 Provider Turnover” chart, both of 
which impact staff workload.   

IHSS staff analyzed data and spoke with key 
stakeholders to identify the actual number of additional 
clerical positions needed to adequately meet the needs 
of the increasing workload. The minimum additional 
clerical support staff required are:

 ■ 2 Account Clerk II; 2 Office Specialist II; 2 alternately 
staffed Office Specialist III/Client Services 
Technicians; 1 Data Office Specialist

At the end of August 2019 the number of IHSS 
recipients in Santa Clara County reached 25,105 and 
the number of providers grew to 25,559. IHSS staff is dealing with over 50,600 
individuals, high turnover, and complex needs and/or questions from both consumers 
and providers, requiring people to assist them.  

Lastly, Santa Clara County’s IHSS has been teetering on the edge of being out of 
compliance with the State and ranks 54th among all counties, barely maintaining 
80% average compliance for the fiscal year. 

If IHSS in Santa Clara County falls to 79.9% compliance, CDSS will impose a 
corrective action plan with monthly monitoring and justification. 

The Advisory Board understands an audit of the IHSS program is scheduled to take 
place soon; however this is an ongoing need.

The IHSS Public Authority Advisory Board recommends:

The Board of Supervisors authorize the IHSS program to hire and fill the seven new 
support positions listed above to better meet the needs of the IHSS consumers and 
providers in Santa Clara County, and prevent non-compliance with State standards. 
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2115 The Alameda, San Jose, California 95126
TEL. 408.350.3206

www.pascc.org

Public Authority Services 
by Sourcewise 

Information concerning 
provider benefits, provider 

enrollment, training or 
other services of the  

Public Authority. 
P: (408) 350-3206 
F: (408) 296-8340 

www.pascc.org 
info@pascc.org

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

Sourcewise 
Information & Awareness
Information on available 

services in 
Santa Clara County.

(408) 350-3200,  
option 1

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

UNION SEIU Local 2015
Representing providers. 

Call for information  
about the Union and  
payroll deductions.

(855) 810-2015

Important Phone Numbers

Members of the Public Authority Advisory Board

Lori Andersen
Senon Hernandez

Cheryl Hewitt

Beverly Lozoff
Terri Possley  

(Ex-Officio Member)

Dennis Schneider
Robert Stroughter
Janie Whiteford


