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Project Opportunity

To assess the viability of a mobile work program in helping the County
achieve its mission of improving the economic and social well being of
individuals, families and communities in Alameda County.

* For the purposes of this report we are addressing the pilot populations of Medi-cal Outreach and Adult and Aging.
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A “Process-oriented A “Results-oriented
Traditional Office Mobile Office

> On-going face-to-face > Less frequent, multi-modal
management/supervision management/supervision

> Learning through social > Learning through formal
connections mechanisms

> Place based work > Tool based work

> Success determined by a mix of > Success determined by tangible
factors including visibility and measures, i.e. case files, client
presence visits
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The General Climate

Nationwide, health and human services agencies are struggling to
overcome a web of disconnected systems and processes in order to:
1. meet increasing demand
2. cut costs
3. improve customer service
4. augment employee productivity

Out-dated technology systems, silo’d departments and inadequate physical
infrastructure — not to mention complexities in state and federal funding -
have led to increasingly fragmented service delivery and the inability to
keep up with demand. This, in turn, requires a new approach to agency
operations. Moreover, the processes by which service is delivered must
evolve to keep pace with the changing landscape.



The SSA

Currently, the Alameda SSA is struggling to maintain its high level of
service in a climate characterized by the following:

Increasing caseloads

Increasing accountability
Decreasing budgets

High need for security and privacy
Insufficient physical space
Insufficient technical support
Changing staff demographics
Increasing focus on the environment
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Within this context, the need to enhance customer service, improve
productivity, and better utilize resources is driving this project.
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The Mobility Spectrum

Given the County’s interest in optimizing resources (people, space and
time), an emerging solution is the adoption of mobile work. With this

comes the obvious need to explore new technologies, management

practices, and a variety of work settings. The key is looking at ways to
maximize the efficiency of work both in and outside the office and the
range of alternatives to ensure success.
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desk sharing bull pen hoteling touchdown telecommuting virtual
Reduced Large open Individual Unassigned Work conducted Work
workstation work area workspaces space, reduced in (for one or more conducted in
size with 2:1 consisting of reserved for use size, that is days per work) in clinics or other
sharing ratio desks with no by a particular visually open - aremote office space

separating person meant for “drop- location,
walls or private for a specific in” and generally one’s
offices time period impromptu use home

Gensler



Findings

Key Issues

Adult & Aging, IHSS

Adult & Aging, APS

Adult & Aging, Public Guardian
Medi-Cal Outreach



1 The demand for service is already exceeding the County’s ability to
deliver.

2 As the population served grows to cover a wider geography, there is a
resulting need for employees to travel longer distances.

3 There is minimal alignment between what employees do and where they
doit.

4 Employees regularly and consistently work in the field and at remote
locations (although for varying lengths of time).

5 A majority of the work is highly autonomous.



