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• If we were a state, we would be the 8th largest population 
• Home to more than 10 million people 
• Geographic span of 4,000 square miles 
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Challenges for Change 

LA County – Employer 
103,000 employees 
$26.1 Billion Budget 
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A story of organizational change 
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Where we have 
been Where we are Where we are 

headed 
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      From Law Enforcement to Social Services 
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2017 
PLAN 

Human Resources 

Organizational 

Programmatic 

Environmental 

2017  
• Plan developed as a 5 year plan 
 

2012 
• Succession Plan 
• Establishment of clear and  

attainable goals 
 

HOPE  
• Strategy 
• Process 
• Continuous assessment 
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New Positions 

Employee 
Development 

Collaborative 
Negotiations 

Human 
Resources 

Centralized and 
Streamlined 
Divisions 

Enhanced 
Utilization of 
Resources 

Organizational 

Predictive Analytics 
and Stratification 

Case Management 
Tool 

Enhanced 
Technology 

Programmatic 

New Office Design 

Maximize 
Utilization of 
Office Space 

Environmental 
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HOPE-Human Resources 
Employee Development 

 Management 
Social Styles 

Leading from Within 

Meeting Leadership Challenges 

Coaching for Performance 

Motivating for Results 

Creating a Culture of 
Engagement 

Leadership Academy 

Operations 
Social Styles 

Collaborative Negotiations 

Making Every Contact Count 

Case Management Tool 

Leadership Trainings Engagement 

Trust 
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HOPE- Organizational Changes 

Public 
Contact 
Divisions 

Promotional 
opportunities to 

the level of 
Division 

Administrator 

Enhanced HCSO 
role to include 

both administrative 
and operational 

needs of the 
division 

Provide a lead 
CSO for each 
team with the 

CSOIII 
classification 

Provide 
opportunities for 
Attorney to focus 
on legal issues for 

the division 
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HOPE- Programmatic Changes 

Customer Contact 
Center 

Intergovernmental 

Arrears Only Intake 

Establishment 

Early Intervention 

ENFORCEMENT 
Div. 1 Div. 3 Div. 4 Div. 5 
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HOPE - Predictive Analytics and Segmentation 

Case Scoring – Predicts case outcomes 
• Used to Prioritize action or worklist, identify variables that act as 

payment barriers 
• Model contains 20 statistically significant variables; programmatic, 

demographic and economic indicators 
• Predicts at a 90% confidence interval  
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Cluster Analysis – Clustered cases based on case performance and case needs 
• Used to create like-type caseloads; streamlining the case assignment task 
• Creates SMEs in different case types 
• Personalizes clients experience 

One-Size Fits One  

Occasional Payers 
Paid at least one payment 

in FFY 

Paying Cases 
Paying at least 70% of the 

order amount in FFY 

Zero Order Cases 
Order amount is 

reserved/ $0, Arrears 
Only case with Minor 

Dependent 

Non-Payers 
No payments 

toward order in last 
FFY 
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HOPE - Environmental Changes 

No wrong door policy 
New Lobbies 
Consolidation of space 
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IV-D Paternity Establishment Percentage (PEP) Cases with Support Orders Established

Collections on Current Support Cases with Collections on Arrears

*As of 7/31/2015 
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Where we are headed 
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Assessment of 
Caseload Pilots Implementation Reassessment 

and Evaluation 
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Assessment of 
Caseload Pilots Implementation Reassessment 

and Evaluation 

 Predictive Analytics 
 

 Scoring 
 

 Management Retreats 
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Assessment of 
Caseload Pilots Implementation Reassessment 

and Evaluation 

Segmentation Model Pilot 
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Arrears Only Project - January 2014 
9,486 cases with an Arrears balance, no minor children, no 

current support, and no payment within last federal fiscal year  

Strategy – Focused Caseload, Locate Experts 

Results – $2 million in 12 months! 

47.96% 
55.99% 

Department Arrears Only

Cases with an arrears balance 
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$100,000,000
$200,000,000
$300,000,000
$400,000,000

59.5%
60.0%
60.5%
61.0%
61.5%

Jan-15 Feb-15 Mar-15 Apr-15 May-15

Current Support YTD Collection
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Assessment of 
Caseload Pilots Implementation Reassessment 

and Evaluation 

 Roadshows 
 Self-Selections 
 Phased Roll-out 
 Monthly meeting and monitoring 
 Streamlined Divisions 
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Assessment of 
Caseload Pilots Implementation Reassessment 

and Evaluation 

 Self-Assessment 
 Creation of early 

intervention 
 Centralized locate 
  

23 



WICSEC 2015 – Shaping the Future for Children 

Communication is Key 
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Dr. Steven J. Golightly 
Sgolightly@cssd.lacounty.gov 
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Presentation Notes
Thank you 
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