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Alameda County
Behavioral Health Care Services
MENTAL HEALTH & SUBSTANCE USE SERVICES

Mission, Vision, & Values… We envision a community where all
individuals and their families can successfully realize their potential and
pursue their dreams; and where stigma and discrimination against those
with mental health and/or alcohol or drug issues are remnants of the
past.

ACBH Director’s Message:

Welcome to the Alameda County Behavioral Health Care Services’
(ACBH) most recent Departmental Newsletter!
We have many noteworthy achievements in this edition as we
introduce you to the excellent work of our Information Systems
Team. Their expertise, critical thinking, and coordination help to
support vital infrastructure required by departmental operations. We
continue to reap the fruits of their labor as we weather the ongoing
demands of remote work. I believe this fiscal year-end review, new
introductions, and data will be well worth the read. All the Best!
Karyn L. Tribble, PsyD, LCSW | ACBH Director

ABOUT US: Information Systems

Our Vision Statement: We support Alameda County Behavioral Health Care Services
staff, providers and community with technological needs, in order to provide Behavioral
Health services while meeting State mandates as a Mental Health and Drug-MediCal
Managed Care Plan. These goals and objectives strive to be in alignment with Alameda
County, County Administration, our Board of Supervisors and our Health Care Services
Agency. Our Team’s mission is to support and develop information systems applications
for Behavioral Health and Healthcare Service Agency wide business initiatives. Our goal
is to provide software and data tools that will empower our customers and end- users to
make meaningful business
and strategic decisions.
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Our Team:
We have many outstanding IS team members who have served the county for years; and we appreciate each and every single
one of them. In this issue, we are introducing some of our leaders, new, and recently promoted staff.

Systems Support & Web Services

Development

Systems Support is the single point
of contact for our users to gain
assistance in troubleshooting,
diagnosis and resolving any
Information Technology related
concern. We hope that our users will
Information
benefit from our strong focus on
Systems Manager
customer service and aim to meet
and exceed user expectation.

The Development Team’s mission is
to support and develop web
applications for Behavioral Health and
Health Care Services Agency-wide
business objectives. Our goal is to
provide software and data tools that
will enhance the customer's
Ed Lozano
experience and allow end-users to
Information
make meaningful decisions in their
Systems Manager
everyday operations.

The Systems Support Information
Systems Manager (ISM) focuses on
ACBH goals and implements
computer technology, hardware and
software that help to meet those
goals.
I manage a team that include programmers,
analysts and support specialists, where we evaluate
the functionality of IS while consulting users to
ascertain needs and ensure that facilities meet or
exceed requirements. Team Management includes
human resources related tasks such as onboarding/
offboarding, and payroll.

Network Infrastructure
The Network Team consists of
Analysts, Specialists, and
Technicians. We provide hardware
and software support to all ACBH
infrastructure and endpoints. We
configure, maintain and deploy ACBH
servers, backups, Hyper-V, Citrix VDI
Jaime Perez
Interim Information and a variety of other enterprise
Systems Manager solutions.
The Network ISM supervises and
coordinates the development and
implementation of new computer systems and
programs. Also serves as a liaison with Information
Technology Department staff in developing and
implementing new computer systems/ applications
by providing input/output requirements and
department standards.
In my free time I like to coach my kids baseball
and softball teams, play golf and work on my
classic car.

I oversee a team of Database, SQL
and Salesforce Developers. We
provide Administrator support for the
Contract Lifecycle Management (CLM)
system and other Salesforce
applications. Other projects include
Network Adequacy and Alameda
County Care Connect.
Our team has developed the following Salesforce
applications: SUD COVID-19 Hotel Tracking,
CalWorks, CLM Support Ticketing System, and ACBH
IS Admin Application.

Special Projects and Operations
Special Projects and Operations
oversee major change initiatives such
as procurements, system contracts,
and coordination of all department
projects including implementation,
upgrades, process changes, and
state-mandated requirements. The
Jade Phan
Interim Information goal is to ensure that all projects and
Systems Manager processes align with the ACBH
standards and business objectives,
and strategically achieve beneficial
change and improve business
processes.
The Special Projects ISM is also responsible for
planning projects and implementation activities
through all phases: initiation, planning, execution,
and monitoring. I started my career at ACBH
through the TAP program, and my goal is to
collaborate and support teams by focusing on
achieving a shared vision. In my spare time, I enjoy
taking my dogs for a hike along the coast and
sketch the natural world around me.
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Application Management
Application Management supports the development, enhancement, and maintenance
of current systems such as: InSyst, eCura, Clinician’s Gateway, and CLM. This unit
ensures that all systems support state, federal, and local county reporting requirements.
This unit also oversees the development of new systems such as SmartCare, which will
ultimately replace the InSyst and eCura systems.

VACANT
Information
Systems Manager Currently, the Applications Information Systems Manager position is vacant. Once filled,

this position and all IS Managers will maintain a shared duty to implement computer
technology, hardware and software that help to meet our system goals.

The Application Management Team includes Programmers, Analysts and Support
Specialist who work together to evaluate the functionality of Information Systems while
consulting with users to both ascertain needs and ensure that facilities meet or exceed
requirements.

Network
Infrastructure

Development
Support &
Web Services

OUR
TEAM!
Application
Management

Special Projects
and Operations
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Benjaminari
Ampon

My current responsibilities as a Computer Operator
include supporting users with application,
hardware and account issues. Including but not
limited to Citrix, Clinicians Gateway, Insyst, active
directory, PC, laptops and Ofﬁce365 applications.
My hobbies include hiking, biking, martial arts,
programming, gaming, and hanging out with my
wife and 2 daughters.

I help manage and support our
application, InSyst, and I am passionate
about learning new technologies. I started
in the TAP program and paved into my
new position as an Insyst and SmartCare
Analyst. In my free time, I enjoy
traveling, exploring new coffee shops and
restaurants, and shopping.

Danielle
Benjamin

I am an Information Systems Specialist on the Development
Team. Before coming to the county through the TAP program, I
worked as a Web Developer. At ACBH, I work as a Salesforce
Developer and provide support for the CLM (Contract Lifecycle
Management System). I enjoy long distance cycling and one day
hope to work as an Urban Planner.

Sue Louie

Zachary Noah
As a Business Systems Analyst, I am responsible for gathering SmartCare
requirements, defining problems and recommending solutions; writing system
specification, supporting Smartcare Microsoft Report Builder, providing
production support for the users and their system. I will also involved in
preparing SmartCare instruction material for the department staff and will
perform related duties as required. I am very fond of trying different cuisines
and I never miss an opportunity to gain that experience.

Anjali Shahi

I am an Information Systems Specialist for ACBH,
and I assist the System Support and Network
teams by providing technology services to our
users. I hope to offer all I can in support of the
ACBH department. I may be making a service call
to your desk in the future. My interests include
Songwriting, Physics, and Self-Organizing Systems.

Lawrence Sweet
I am an Information Systems Technician for Alameda County Behavioral
Health (ACBH). I look forward to being a help and a resource for ACBH IS and
its clientele and manage hardware and software needs. I love traveling and
watching sports (mainly baseball, basketball, but I literally enjoy any sporting
event to some degree). My idea of the perfect Bay Area summer day would be
to catch a day game (Giants or A's), grab an early dinner, and then take in
the sunset from a local shoreline.

Herman Wong

Kevin Zheng

My current responsibilities include but are not limited
to: providing help desk support to CLM (Contracts
Lifecycle Management) users, configuring Salesforce
application, managing CLM templates, and strategically
planning Salesforce development for ACBH. In my
spare time, I enjoy watching Korean dramas and
consuming all kinds of comic books and superherorelated media.

As an Information
Systems Analyst, I am
currently the Lead for
the Contract Lifecycle
Management (CLM)
project to create the
online business process
flow for Master CBO and
Final Procurement
Contracts. I love to
travel, hike, play in the
sun, eat, sleep, and
hang out with family and
friends (and my dog,
too).

Snow Shi
I am currently a
Business Systems
Analyst/Developer
with over 20 years of
experience as a
software engineer.
With my experience
designing and
developing web and
windows applications,
I will work on several
development projects
at ACBH, including
SmartCare
configuration and
modifications. In my
spare time, I enjoy
swimming, running,
and playing volleyball.
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2020 – YEAR IN REVIEW

COVID-19 Related Accomplishments:
Work from Home Hardware
Video Conferencing Solutions
All Remote Training
Web Pages
Staff Volunteer at vaccine facilities
ACCESS Call Center Remote Solution
Help Desk Remote Solution
Continued Helpdesk/Operations onsite over
the course of the Novel Coronavirus Pandemic
COVID Hotel (Salesforce)
Optimization of Citrix to enable tele-conferencing
Installation of Web Cams

“Non” COVID-19 Related Accomplishments:
•

•

Storage Upgrade – New Hardware. All data
files migrated to new storage array with no
downtime.

•

User Domain Migration

•

Teams/business flow restructure

•

Intranet Redesign

•

Sharefile document-sharing solutions with
Providers

•

CLM Tickets: Salesforce “Footprint”
integration

•

REACH Website Migration

•

Network Adequacy Certification Tool (NACT)
for Mental Health Plan Certification

Client Service Information (CSI) Timeliness
Assessment Forms:
o

Provider completion rate increased
from 13% to 82% in 2020.
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OPERATIONAL HIGHLIGHTS & METRICS
Customer Service

New Users & Provider Capacity

Finance & Billing Support
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OPERATIONAL HIGHLIGHTS & SERVICE UPDATES
Number of hardware requests and deployments for telecommuting:

175 LAPTOPS DEPLOYED
Number of service requests for Work From Home Hardware:

408 HARDWARE REQUESTS
Number of Tickets to assist with Work From Home Hardware:

676 WORK FROM HOME HARDWARE TICKETS
437 TOTAL HOURS SPENT FOR HOME HARDWARE
ISSUES
Number of video conferencing solutions:

160 ZOOM LICENSES
Number of video conferencing solutions:

200 GOTOMEETING LICENSES
147 MS TEAMS DIAL-UP CONFERENCING
TELEPHONE NUMBERS
700+ Citrix Daily concurrent remote sessions during COVID-19:

700 CONNECTED SESSIONS
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PROJECTS –

New InSyst Screens
SmartCare Billing
Implementation

Contracts Lifecycle
Management (CLM)

Salesforce
Provider Apps

Microsoft
Hello

Santa Rita Office
Space Expansion

Microsoft Bookings
Oakland Clinic

CSI Assessment
New InSyst Screens

The 21st Century
Cures Act

•As ACBH expands at SRJ, we are helping set up a new clinic with working offices. We are
working with ITD to implement network and WiFi. We will also configure and deploy all
necessary hardware and cabling.

•Oakland Clinic is rolling out Microsoft Bookings, an application to safe time on scheduling
and customize appointment details. We implemented an efficient, time-saving tool to
enable providers to dedicate more time to providing quality services.

•To collect Client Service Information (CSI) Assessment data to ensure the timeliness of
services, we have developed new InSyst screens to collect client information for state
reporting -- to launch soon!

•The 21st Century Cures Act transforms national interoperability and sets new legal
standards for healthcare IT. This is under development with our Clinician's Gateway
vendor.
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SMARTCARE BILLING IMPLEMENTATION: An integrated approach for ACBH

IMPLEMENTATION TIMELINE
Pre-Implementation
Planning Phase
(PIPP)
• Vendor Demonstrations
• Business Gap Analyses
• Discovery Workshops
• Specification
Development and
Validation with
Streamline
• Implementation Plan

July - Nov
2021
System
Configuration/ Data
Migration

Dec 2021 Nov 2022
System Testing/
End User Training
• Unit and Functional
Testing
• User Acceptance Testing
• Bug Fixes
• Training Documents
• Final Testing
• End User Training

System Support and
Ongoing
Modifications
• Support & Maintenance
• Report issues to
program office
• System modifications

Mar 2022 Jun 2023

• Design Document
• Setup Basic Configuration
• Sprint Development
• Data Migration
• State/ County Reporting
Development

Go-Live/ System
Monitoring

July - Sept
2023

• Go-Live: July 1, 2023
• All hands-on deck
• Monitor issues and bug
fixes

October
2023
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IS TEAM RECOGNITIONS & ALL STAFF REMINDERS...
Remote Work
Set-Up a Home Office. Create your own

space exclusively for work with a setup that works for
you. Place succulents, Lego models, fidget toys and other
things that make you happy on your desk. Make sure
your set-up is “ergonomic” so you can avoid office
injuries. If you need any special equipment have your
manager submit a request for it!

Log into Citrix. Go to https://go.bhcsportal.org
and fill out your credentials to remote into Citrix.

Be on the Alert for Suspicious
Emails & Voicemails. Do not click links or

Recent Promotions!

Tucker Mayo

Cameren Sales

My current responsibilities as an Information
Systems Specialist/ Webmaster are building
and maintaining cross-department websites,
updating our intranet, DNS changes/website
migrations, training employees in Sharepoint
and I also am deployed part-time to assist
on the COVID-19 website with Public Health.
My hobbies are baking desserts, drinking
coffee incessantly and playing with my two
gigantic dogs.

On the EHR team, I was a Database Admin
and developed many of the web forms
clinicians use to document services in
Clinician’s Gateway. I am now on the
Salesforce Development Team as an
Information Systems Analyst and so excited
to expand my development skills with more
coding languages. In my free time I like to
program and learn new programing
languages; recently built a media server on
a Raspberry Pi. I have also developed a few
small video game demos and hope to one
day release a completed game (I need an
Artist!!!).

I started as a System Support staff and
recently started my new position as Lead
IS Technical CLM Administrator. I develop
agreement templates in Contracts Lifecycle
Management (CLM, a Salesforce
application).

Lester Chen

I also help users troubleshoot template
issues, and provision CLM accounts. As for
my hobbies, I have been hiking more during
this pandemic year.

open attachments from unknown email addresses. Attach
the message and send to SecurityAwareness@acgov.org.
Go to your Junk Folder and mark as ‘Block Sender.' A
legitimate voicemail should always come from the
Voicemail Admin account and will have a .WAV file to play
Audio.

Limit Distractions. Put your smartphone in

another room. Make sure housemates know you’re
working. Choose a quiet place to work so you can avoid
interruptions.

Take a Break. If your family is home, take small

breaks to hang out with the kids or your significant other.
Stand up and stretch. Make sure to stay hydrated. Have
a snack. Pet your dog or cat!

Find Tools to Help Productivity.

There are several ACBH-IS remote work tools available to
fuel productivity. Find the ones that work for you.

How can support reach you
remotely (WFH)?

Include your contact information in your email body/
within your signature line; and remember your phone
number and the best time to reach you.

Log off and enjoy your workday.

Sign out of Windows Session. Go to the Citrix StoreFront
page, navigate to the top right-hand corner, and select
the “Cog” button. Log Out and enjoy the rest of your day!
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