
“Warm Hand-Off” To Be Process (Prior to CalWIN/CalHEERS Interface)
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Client contacts 
Covered CA

Agent applies 
Quick Sort

Inform client of 
information 
needed and 

duration of call

Use screening tool 
to determine which 
system to use for 
phone interview

Caller opts to 
proceed

Conduct phone 
interview in 

CalWIN

Continue
yes

MAGI, Non-
MAGI or LIHP

Refer to Processing Center for:
1) Follow-up on missing verification
2) Mixed HSHD
3) CalFresh evaluation

Conduct phone 
interview in 
CalHEERS

Continue Yes

No

Processing 
Ctr

Refer to Processing Ctr for:
1) Follow-up on missing 
verification
2) CalFresh Evaluation

Inform caller of other application 
access channels:
1) On-Line
2) In Person
3) Call Back
4) Mail-In

No Option 3 & 4

ENDOption 1 & 2
Option 3 & 4
Pro: Promotes Customer Service; 
potential redirection of in-person 
request/lobby traffic
Con: Processing Ctr workload

Pending Clarification
1) Signature Requirement 
2) Call Recording Retention (for telephonic)
3) CalFresh application requirements



“Warm Hand-Off” To Be Process (POST to CalWIN/CalHEERS Interface)
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Continue yes Continue

No

Option 3 & 4

Option 1 & 2

Option 3 & 4
Pro: Promotes Customer Service; 
potential redirection of in-person 
request/lobby traffic
Con: Processing Ctr workload

Pending Clarification
1) Signature Requirement 
2) Call Recording Retention (for telephonic)
3) CalFresh application requirements

Refer to Processing Center for:
1) Follow-up on missing verification
2) Mixed HSHD
3) CalFresh evaluation

Processing 
Ctr

Caller opts to 
proceed

Inform caller of other application 
access channels:
1) On-Line
2) In Person
3) Call Back
4) Mail-In

Client contacts 
Covered CA

Inform client of 
information 
needed and 

duration of call

Conduct phone 
interview in 

CalWIN

END

Agent applies 
Quick Sort

Continue
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