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1. SB 1220 (Limon) Public benefits contracts: phone operator jobs

o

o

Summary: This bill prohibits a local agency funded in any part by state funding (as well as state
agencies) to provide call center services related to public benefits or services (including Medi-
Cal), from using Artificial Intelligence (Al), or Automated Decision Systems (ADS) that eliminate
or automate the core job functions of a worker unless certain conditions are met. The bill
defines “core job function” to mean the ability of a call center worker to fully exercise
judgement through the service delivery process and it would not include: 1) phone trees that
filter callers to appropriate departments or language audios; 2) screening tools to provide initial
suggestions on eligibility; and 3) Al or digital tech used by workers to assist callers with public
benefits.
If state or local agencies use Al or ADS that impacts the core functions of a worker, the bill
requires state and local agencies to comply with certain requirements, including the following:
=  Provide access to a human call center worker upon request of a public caller.
= Develop an impact assessment report on the Al or ADS to be used in the call center,
including the following elements:
= Adetailed description of the technology and all its intended uses and roles in
providing call center services.
= Adescription of the data used by the technology, including the specific
categories of data that will be processed as input and any data used to train the
model that the technology relies upon.
= A description of the types of outputs produced by the technology.
» Potential impacts on current or future employees, including, but not limited to,
job loss, hour reductions, and material changes in core job duties.
Additionally, the bill would require that state/local agencies only provide services performed
solely with and by workers employed in California.

2. Feedback Needed:

o

O
O
O

Would you have any concerns with this bill? If so, what are they?

Does your system operate any call centers related to Medi-Cal?

If so, do they use Al or ADS or would they be likely to in the future?

Do you expect that your county social service partners would be impacted by the bill?


https://leginfo.legislature.ca.gov/faces/billTextClient.xhtml?bill_id=202320240SB1220

