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Salesforce Pilot
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Pre-pilot
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• Secure emails were sent to Program Managers for review and 
assignment to Supervisors.

• Spreadsheet captured supervisor assignment and status 
• Back and forth emails led to confusion about ticket status. Emails 

were deleted automatically after 30 days creating difficulty in 
review, tracking and follow up.

• Difficulty sharing workload or knowing who was responsible
• Inability to pull data
• Administratively time consuming
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Pilot Goals
•Reduce Resolution Time

o We started the pilot with an average resolution time of 17 days and have 
reduced it to 14 days. 

•Reduce Number of Second and Third Attempts
o Jefferson County has not had any second or third attempts since the pilot 

started. 

•Reduce County Administrative Burden
o Elimination of internal HCPF spreadsheet, increased visibility and 

communication with HCPF, a shared system allows Jefferson County to 
cover easily for other users.



Ticket 
Assigner 
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Considerations:
• Ability to hold assigned staff 

accountable to ticket resolution
• Ability to accommodate the 

workload
• Limited licenses
• Potential sensitive complaints 

directed towards staff
• Oversight into trends and ability 

to drive process changes



Challenges 
Along the 
Way
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Internal timeframes

Escalation details

Data specific to LTC

CMA/MA Site tickets



Salesforce Pilot
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Salesforce 
Dashboard



Salesforce Pilot

Ticket Assignment Report
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Ticket Process for Program Managers
• Review the ticket description, chatter notes, and documents in the related tab.
• Identify the assigned Supervisor using the rotation sheet.
• Email the Supervisor with ticket details (template on next slide).

o Include contact name, case number, and due date.
o CC: CADEscalations@jeffco.us for visibility into ticket progress when a PM is out of office. 

• Label and move the email to an archive HCPF folder once the ticket is resolved.
• Post updates directly on the ticket via chatter.
• Update ticket status and send resolution status update email.

mailto:CADEscalations@jeffco.us


Email Template
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Continuous Improvement

• County specific Resolution Data & County Reports
• Email Notification
• Trainings and Desk Aids
• Documented Processes



Shoutout to 
HCPF
We wanted to thank HCPF for being 
excellent partners throughout this 
process. The focus on efficiency and 
process improvement was appreciated!
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Thank you 
for your 
time!



Partner Integration 
Timeline - DRAFT
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Partner Integration 
Workgroup
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Next 
Meeting

Friday, Aug. 15, 2025
9:00am-9:50am



Questions?
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