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Introduction

The IHSS Public Authority is provided in Santa Clara County through an 
effective partnership between the County and Council on Aging Silicon 
Valley.  The Public Authority has proven to be an essential function 
of In-Home Supportive Services (IHSS) in Santa Clara County. This 
partnership has enabled consumers and providers of IHSS to experience 
enhanced services since the Public Authority first began operations in 
1999. This report will showcase some of the enhancements accomplished 
through this valuable partnership.  

The report provides a summary of Public Authority activities and 
growth over the past two years.  It also includes Advisory Board 
recommendations to the Santa Clara County Board of Supervisors as 
the Governing Body to further enhance IHSS in Santa Clara County.  
The IHSS Public Authority is pleased to provide this report covering 
fiscal years 2006/07 and 2007/08. 

IHSS Public Authority Mandates

Assembly Bill 1682 requires the IHSS Public Authority to do the 
following:

 • Act as the Employer of Record for the county’s IHSS program.   
 This includes negotiating the wages, benefits, terms and conditions  
 of employment for independent providers serving IHSS consumers  
 in Santa Clara County.
 • Provide a Registry to assist IHSS consumers in locating suitable  
 providers. 
 • Screen providers listed on the Registry.
 • Provide access to training for IHSS consumers and providers.

Advisory Board

The IHSS Advisory Board is another state mandate of the Public Authority.  It is composed of eleven 
members of whom at least 50 percent are individuals who are current or past users of personal care 
assistance. The Advisory Board studies, reviews, evaluates and makes recommendations to the IHSS 
Public Authority Governing Board, Public Authority, and IHSS County Administrative staff.  The Advisory 
Board also serves as the voice of consumers and providers as they interact with various components of the 
IHSS system. 

The Advisory Board has taken a strong leadership role in the development of CICA (California IHSS 
Consumer Alliance). The purpose of this coalition is to aid all county Advisory Committees to develop 
to their highest potential and to become knowledgeable about all aspects of the IHSS system and their 
mandates under AB 1682. Advisory Board members have participated as presenters and panelists at the 
past two CICA conferences. 

Independent Provider Recognition

The Advisory Board sponsored the Independent Provider Recognition Event in November 2007.  This 
event was used to not only recognize the IPs for their dedication to the consumer(s) they serve but provide 
opportunity for the Advisory Board to interact with IPs and get their input regarding IHSS.  It was also 
an opportunity to inform IPs and their consumers about the Advisory Board and to recruit potential new 
members. The Advisory Board has decided to make this an annual event held each November to coincide 
with National Caregiver Month.  The Advisory Board would like to express their gratitude to the Santa 
Clara County Board of Supervisors for their support in proclaiming November 11 – 17, 2007 as Santa 
Clara County IHSS Caregivers Week. 

Advisory Board Meeting: 
Front Row: Kai Lu, David Julian, Richard 
Patterson, Mary Jane Whiteford,  
Cindy Faulkner
Back Row: Mary Tinker, Jim Ramoni, 
Shannon Odam, JoAnn Disbrow, Sondra 
Corday, Bonnie Mello, Bharat Desai
Absent: Dora Castro
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 • First Aid
 • CPR
 • Caregiver Resources
 • Mental Health Issues
 • Last Phase of Our Lives
 • Personal Care Services Level1
 • Pre Paramedical Level 2 

Communications

The IHSS Public Authority provides a quarterly newsletter to all IHSS consumers and twice a year for IPs 
in Santa Clara County.  This provides up to date information about what the Advisory Board is working on 
as well as interesting and varied topics of interest.  The newsletters are also valuable sources for providing 
instructions in filling out forms, what tasks are authorized by IHSS and more. Newsletters are available for 
downloading from the Public Authority website at: www.publicauthoritysantaclara.org 

The Public Authority website is another valuable format for locating information concerning the Public 
Authority and services it provides.  Information available on the website includes: Advisory Board meeting 
agenda and minutes, newsletters, consumer and provider training schedules, annual reports, provider 
benefits information, upcoming events, a library with streaming videos, and consumer handbooks in 
English, Spanish, Vietnamese and Chinese.  

IHSS Registry

The IHSS Registry is one of the Public Authority mandates. Registry staff is committed to serving the 
needs of IHSS consumers.  The primary goal is to assist consumers locate, hire and manage independent 
providers (IPs).  IPs assist consumers in their activities of daily living thus enabling them to remain in their 
home comfortably and safely.  

In 2006 the Registry began mandating Department of Justice criminal background checks for all individuals 
applying to join the Registry.  In addition, applicants must have prior experience, are required to attend 
a three hour orientation, complete an application, have a one-on-one interview with a member of the 
Registry staff and provide three references.  

The Santa Clara County Board of Supervisors understands the correlation of wages and benefits to 
maintaining an adequate supply of quality home care providers. Santa Clara County provides the highest 

Consumer Training

Consumer education continues to be challenging as it is difficult for many consumers of IHSS to attend 
group training sessions.  One new approach the Public Authority is taking is encouraging consumers to 
bring their independent provider to the training classes.  Experience has revealed the learning environment 
becomes much richer with participation from both perspectives of the home-care relationship.  Feedback 
from participants during these sessions has been extremely positive with encouragement to provide further 
opportunities in a similar format.   

The Public Authority provided training for 167 consumers covering the following topics over the past two 
years:

 • IHSS System Introduction: “What is it and how does it work?”
 • The IHSS Assessment, Reassessment and Appeal Process
 • Obtaining Your Independent Provider
 • Managing Your Independent Provider

Independent Provider Training

The Public Authority provides training classes for Independent Providers (IPs) primarily through a 
partnership with the Sunnyvale/Cupertino Adult Education Center.  Curriculum for a series of nine classes 
was developed to meet the needs of consumers and better equip IPs with the skills necessary to provide 
quality home care services. When IPs finish the entire nine class series they are awarded a certificate of 
completion listing the classes. The first group of IPs to complete the series were celebrated at a special 
graduation ceremony in July.  

Additional training sessions are provided through other community resources such as Council on Aging 
Silicon Valley, Alzheimer’s Association and Caregiver Alliance.  The Public Authority provided training 
for 1467 IPs over the past two years. Classes offered:

Independent Provider 
Training Graduation

• Overcoming Depression
• Diabetes
• Nutrition
• Tips for Transfers & Range of Motion
• Disability Awareness and the Independent Living Philosophy
• Alzheimer’s & Dementia
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As indicated in the chart on the left, wages and benefits offered in Santa Clara County for IHSS workers has 
provided stability in this workforce.  The need for the Registry to actively recruit workers has diminished 
as the Registry is able to maintain a good supply of IPs.  The chart below shows how the number of people 
interviewed to join the Registry over the past few years has declined.   

 
Hard to Serve Registry (HTS) 

An integral part of the IHSS Registry is the Hard to Serve (HTS) component. HTS provides in-depth 
assistance for IHSS consumers who are unable to handle the complexities of being an employer without 
support and guidance. Care Coordinators help consumers with scheduling and conducting interviews, 
completing enrollment forms, preparing expectation agreements and resolving issues between consumers 
and IPs.  The IHSS consumer is responsible for hiring, firing and managing their IP. Since most IHSS 
consumers have never been an employer before they find the responsibility very daunting.  HTS Care 
Coordinators assist them in learning how to be a good employer and how to express their needs in the 
most effective manner.  

wages for IHSS IPs in California as well as a very rich benefit package. This is a major factor impacting 
the Registry’s ability to recruit and retain quality care providers.  The current wage for IPs in Santa Clara 
County is $12.35 per hour. A description of the benefits package is listed in the “Benefits” section of this 
report.

While there has been a sizeable increase in the number of IHSS consumers in Santa Clara County in recent 
years, the number of family members assuming responsibility as care providers has kept pace with this 
change.  This has allowed the Registry to concentrate on recruiting IPs with attributes appropriate to the 
needs of the IHSS consumers seeking our assistance.  

Applicants Interviewed To Join Registry

Hard to Serve Registry

Regular Registry Number of IP Referral Lists Sent to Consumers

Registry Intakes and Matches
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The number of IPs taking advantage of these benefits continues to grow as shown in the following chart.

Each month the Benefits Administration staff also identifies those IPs whose insurance premium of $11 
was not deducted from their paycheck.   There are several reasons why a deduction may not be taken 
from an IP’s paycheck and in those cases the IHSS Public Authority must generate a bill and directly 
collects those premiums from the IPs.   This significantly increases the number of telephone calls and other 
communication with IPs to return their account to normal status.  A deduction is missed most often due to 
payroll issues such as submitting timesheets late or delays in timesheet processing and this year that has 
increased significantly.   The result has nearly doubled the IHSS Public Authority workload of collecting 
missed premiums as shown by the following chart. 

We anticipate that changes implemented by County IHSS staff in timesheet processing may reduce these 
missed deductions and the resulting extra workload in the future. 

Recent data indicate the length of time the employer/employee relationships are lasting is increasing 
for consumers receiving assistance in the HTS component of the registry, although it is still too early to 
determine if this trend is sustainable. Further analysis will be completed over the next year to assess the 
long term outcomes and pinpoint variables which impact these relationships. It must be noted however 
that due to the multifaceted complexities of personal relationships staff are only able to assist in resolving 
employer/employee issues as people are willing to participate and cooperate.       

UCR

The Urgent Care Registry (UCR) provides a valuable safety net for IHSS consumers whose care provider 
is unable to come to work on short notice and have no one else available to step in to help.  Consumers 
who find themselves in that predicament can call the UCR to request services for assistance with personal 
care and some domestic help.  Consumers must be authorized at least 50 hours of IHSS to be eligible to 
access the UCR. Due to the unpredictable and essential nature of these requests, the UCR is staffed on a 
rotating schedule by the dedicated Specialists from the Public Authority Registry and the Hard to Serve 
Care Coordinators every day of the year from 6:00 AM to 10:00 PM. The UCR has provided over 3,000 
hours of service since its inception.  

Benefits Administration

The Public Authority is responsible for administering benefits for IHSS Independent Providers (IPs) in 
Santa Clara County.   Public Authority benefits staff notify new IPs monthly of the benefits they may 
be eligible for, sends application forms to those that wish to apply, and helps them by telephone and in 
person to understand their benefit options and to complete the application process for the various benefits.  
Benefits include Valley Health Plan, Liberty Dental, and VSP vision plan.  An IP must be paid for at least 
35 hours per month for the two most recent months in order to enroll in the health, dental, and vision 
benefits. IPs working for at least one IHSS consumer are also eligible for a transit pass for all Santa Clara 
VTA (Valley Transit Authority) busses and light rail. Another provider benefit is the ability to join the 
Santa Clara County Federal Credit Union.    

Premium Collections

Benefits Enrollment GrowthPA Staff: 
Front Row: Araceli Gaona, 
Mai Tran, Ly Mac
Second Row: Fran Kiernan,  
Jemma Ioselevich, Audrey Leong,  
Laura Gallegos, Maria Vidal, 
Dulce Rojas
Back Row: Mary Tinker, Leo Zhou,  
Ross Graham, Clyde Taniguchi
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A Profile of IHSS Consumers and Providers

The following charts on Consumer Age, Provider Age, and Consumer Language preference demonstrates 
the wide diversity of the clients served by this program and by the IHSS provider community.  

Surveys

The Advisory Board commissioned the professional research firm 
Strategic Marketing + Communications to survey IHSS consumers and 
Independent Providers (IPs) in Santa Clara County in April 2008. There 
were two survey tools adapted and used to obtain information. One tool 
was used for IHSS consumers and a similar questionnaire tailored for IPs.  
The surveys were mailed to random samples of 3,000 IHSS consumers 
and 3,000 IPs to obtain statistically valid samples.  Response rates far 
exceeded the required amount to achieve a reliable sample size. The 
consumer response rate was 30% and IP response rate was 18%.  The 
surveys contained Likert scale (rating 1-5, with 5 the best) questions, 
multiple choice questions and one open ended question. Selected 
responses to the open-ended question are shown in the “Consumers 
say…” and “Providers say…” columns.  

Consumer Survey 

The overall results of the consumer survey rank very high with a score 
of 4.48 out of a 5 point scale with five being the best. The important 
predictor questions for consumer satisfaction with IHSS indicate:

 • provider is competent
 • provider treats me with courtesy and respect
 • IHSS & Public Authority staff treat me in a professional   
 manner
 • IHSS contributes to quality of life

Indicators of concern that need to be addressed for consumers were:

 • Getting assistance from Public Authority staff in resolving  
 conflicts
 • Phone calls being answered promptly
 • Receiving list of providers in timely manner

IHSS Providers Age IHSS Consumer Age

Consumer Language

Consumers say...
“I love this program very much. 
Thanks a lot.” 

“This program is a proof of the 
humanity and kind heart of this 
beautiful country and its people, 
including the devoted social 
workers.  Thanks with respects.” 

“ I am very grateful for the help from 
the Public Authority for their help 
of the In Home Support Services.  
Without it, it would be very hard 
for me to care for myself.  Thank 
you.”

“I am very satisfied with the 
program because without this at 
my age and with all the ailings of 
my body I could not make it.  Thank 
you and keep doing a good job.”

“Without the program my wife 
would not be able to stay home 
take care of me.  She would have 
to put me in home care.”

“ I love this program.  I could not 
be with my family if I didn’t have 
this program.”

“IHSS allows me to keep my 
independence & continue to be a 
productive member of society.”
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Recommendations to the Board of Supervisors 2008

1. The Advisory Board wishes to express their appreciation to Jim Ramoni and the IHSS staff for the 
innovative method implemented to address the backlog of 1,200 new intake cases. Establishment of the flex 
unit to address the abundance of new cases exceeded expectations and met the needs of those in need of IHSS 
services. The Advisory Board would like to recommend IHSS maintain flexibility to implement this unit as 
needed to prevent future backlog cases.

2. The Advisory Board would like to recommend a similar innovative approach be implemented to address 
late reassessments and to prioritize this issue when new funds are made available from the State.
  
3. Over the past year it has become abundantly clear that there is a lack of understanding by IHSS home care 
workers in many aspects of the IHSS program. The Advisory Board would like to recommend the Board of 
Supervisors establish mandatory orientations for all new IHSS home care workers.  It would help alleviate 
the predominant lack of understanding of responsibilities such as being a mandated reporter of elder abuse, 
completing timesheets, enrollment forms, how to access and maintain benefits, etc. 

4. Recommend the Board of Supervisors permit the Advisory Board to appoint one consumer to represent 
consumers on the negotiating team in collective bargaining meetings.

5. The Advisory Board conducted two surveys: one for consumers and one for providers of IHSS in which 
both indicated excessively long phone response times were considered as a paramount issue. It is apparent 
this issue has since been addressed and wait times are now at a reasonable level. The Advisory Board would 
like to commend staff for correcting the problem and encourage maintaining the improved response time.

6. Additionally delays in payroll processing time were indicated as a critical issue on the survey responses. Since 
the survey was completed the Advisory Board is aware this issue has been remedied. The recommendation of 
the Advisory Board is that IHSS continue to maintain payroll timeliness at a reasonable level.

7. The Advisory Board is aware of the extra efforts County Administration and the Board of Supervisors 
implemented in authorizing current staffing levels including extra help. The success IHSS staff has had in 
addressing issues such as the new intake case backlog, delayed payroll and excessive phone wait times is 
contingent upon staffing levels. The Advisory Board recommends continuing current staffing levels including 
extra help in order to prevent a resurgence of the former issues.

8. The Advisory Board would like to continue building relationships with Board of Supervisor Aides and 
recommends each Board office sends one Aide on a rotating basis to the monthly Advisory Board meetings 
(one Board Aide each month meaning one office represented per month).

The Advisory Board would like to express their appreciation to the Santa Clara County Board of Supervisors 
for their commitment and continuing support of the IHSS program. Through their insight and commitment 
to the consumers and providers of IHSS, essential consumer enhancements and the highest wages and 
comprehensive benefits package are provided in Santa Clara County.     

Provider Survey 

Overall results of the Provider survey were good with a rank of 3.94 out 
of a 5 point scale with five being the best. Important predictor questions 
of concern regarding IP satisfaction with IHSS were:

 • Phone calls being answered in timely manner
 • Receiving paychecks within 10 days
 • Receiving assistance from Public Authority in resolving conflicts
 • Assistance from Public Authority in finding clients
 • Availability of support groups
 • Timeliness of responses

In response to the surveys the Public Authority conducted staff training 
and implemented quality assurance measures within thirty days of 
obtaining the survey results. The Advisory Board established a committee 
to review the survey results to identify issues that could be addressed.  
They used these discussions to develop recommendations to the Board 
of Supervisors as the governing body of the Public Authority.  

Providers say...
“I like the program and it helps my 
client a lot in her daily activities and 
makes her life more comfortable.” 

“I think IHSS is a great program; it 
helps out a lot of families that have 
sick older people in their lives in 
need of their care, like myself.” 

“ I like the program that child can 
take care for parents because many 
parents doesn’t know English one 
word and how care for them.”

“I really like this program because 
it really gives me an opportunity 
to take care of my mom without 
sending her to a nursing home.”

“I think this is a great program, 
some of our family members really 
need help and you as a family 
member can take care of them just 
as much as a stranger.”

“I like the program.  It provides me 
with good knowledge to provide 
for my mother, I know her likes & 
dislikes.  I know how she is.”
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