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Background

The CWS/CMS Office now offers a text message solution for urgent communication with county subscribers during major Regional and Statewide system failures.  Exchange failures are especially critical because that interferes not only with communication between the State and counties, but may prevent a Child Welfare Director from communicating with his/her own staff.    

When the CWS/CMS Office Will Use the Texting Service 

The Texting Service will only be used to address issues with:
Technical:
· Exchange outages
· Regional or Statewide network failures
· Disaster Recovery situation
Program: 
· Messages that have Statewide impact to Child Welfare Practice that is deemed critical for notifying CWS/CMS users. (Example of program related messages; deployment issues, Major application issues that may have an impact on Statewide Reporting requirements etc.

CWS/CMS Office Responsibilities

The decision to use the text service will be made by the Customer Relations Manager or the Operations Manager independently or in coordination with each other.

Approved text will be prepared in advance for use in incidents of Exchange or network outages.  

Text for messages related to a disaster recovery situation may be developed as the situation unfolds.  Text can be developed by the Customer Relations and Operations teams, but must be approved for publication by the Assistant Deputy Director.      

In the situation of major State wide network failures or disaster recovery situations, the text message feature will serve as an additional form of communication used by the CWS/CMS Office. Normal communication refers to bulletins, email or phone calls, which will continue to be used whenever possible.

The Data and Web Technology Team will maintain the software used for text communication.

The Customer Relations team will maintain a text service administration page in the CWS/CMS web site where authorized CWS/CMS users will activate the service and where current guidelines for texting are displayed.





County and Stakeholder Responsibilities

The CWS/CMS Office recommends that, at a minimum, County Technical Contacts and/or County SPOCS that have cell phone text message capability become subscribers. 

In order to receive urgent text communication from the CWS/CMS Office a customer must subscribe to the service. To subscribe access the CWS/CMS homepage at http://www.hwcws.cahwnet.gov/  under the “Popular Links” tab click the link labeled, “Sign up for Text Alerts here.” The registrant then enters a name, a phone number and selects their carrier (e.g. ATT, Verizon, etc.)   

The subscriber chooses to be included in one of the following groups: 

· Technical Subscribers
· Program Subscribers
· All Subscribers

Communication 

Texts messages will be generated to the device number provided by the subscriber during registration.

Subscribers must be advised that their mobile provider’s rates for receiving texts may apply to messages from this service. 

Each text message will include the option of unsubscribing to the service. To unsubscribe reply to the text with the number 1  

Examples of Approved Messages 

· “Statewide network outage is being addressed.”  No estimated time of resolution.”

· “Exchange outage is being addressed”.  No estimated time of resolution.

· “Estimated time of network restoration is” [date and time]”

· “Estimated time of Exchange restoration is” [date and time]” 

· “All services restored”

SMS/Text Alert Service Plan	Page 1

image1.png




