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Current Contact Center Platform Modernization Project
(CCP Mod) Summary

- Current: Average Wait Time
~5.5M Average calls served (Minutes)
annually since July 1, 2022 15 97
—Includes automated services, 10 25 12.43 11 43
chat, and current Al features '
- Challenge:
—December 2028 end-of-life m25/26 YTD mW24/25 m23/24 mW22/23
- Opportunity:

—Optimize self-services and agent
services to assist more taxpayers
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Contact Center Technology Advances

Train Destinations Taxi

- Benefits:

a a —~Improved Call Routing
- A - —Improved Taxpayer and
O B Contact Center Agent

Experiences
o
o D
o E e
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Contact Center Platform Modernization Project Overview
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Q PAL Stage 1: Business Case
Q PAL Stage 2: Solution Analysis

Zaa BCP Approval

Q PAL Stage 3: Solution Requirements
Q PAL Stage 4: CALNET Solution Selection
1

} Solution Implementation Starts

Solution Implementation Completes @X@

0
Solution Tuning Early Wave Completes Q‘E)
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Contractor Showcase

- Presentations by CALNET Contractors
- California Network and Telecommunications Program

CAN=T

The California Network and Telecommunications
(CALNET) Program
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Next Steps

- Project approval has four stages .. 3ja
- Transition from PAL Stage 1 to Stage 2
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Questions?
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Public Comment

8 | Contact Center Platform Modernization Project | December 8, 2025 Board Meeting



	Slide 1: Contact Center Platform Modernization Project
	Slide 2: Current Contact Center Platform Modernization Project (CCP Mod) Summary
	Slide 3: Contact Center Technology Advances
	Slide 4: Contact Center Platform Modernization Project Overview
	Slide 5: Contractor Showcase
	Slide 6: Next Steps
	Slide 7
	Slide 8

