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- | *Pre-Pilot
~ eContra Costa County and Riverside County
a e TxtPage Plus from Contact Wireless
. eLicenses for one-to-one texts
e Legal Resolution and Enforcement Teams-
Contra Costa

e Establishment and Enforcement Teams-
Riverside
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Presenter
Presentation Notes
Always looking for state-of-the-art methods to communicate efficiently with our customers, Contra Costa and Riverside entered into an agreement with Contact Wireless for 2 TxtPage Plus licenses.  These licenses are for one-to-one texts, meaning one text goes from the LCSA to one customer at a time.  In Contra Costa, one license is used by our Legal Resolution team and the other by our Enforcement Teams.  In Riverside, their licenses are used by their Establishment and Enforcement teams.  The initial use of these licenses were what is now known as a pre-pilot.  We developed scripts and tracked data as to the effectiveness of texting.


~ *Pilot

-y * Preparation for Statewide Use
* Contra Costa County and Riverside County
e Texting Pilot Business Rules

e Texting Scripts

 Individual Projects



Presenter
Presentation Notes
Because the pre-pilot was showing successful results, the CA DCSS is now providing oversight for an official pilot that will basically set the foundation for all LCSAs in California to use texting as a communication tool with customers.  The original pre-pilot counties, Contra Costa and Riverside, are participating in this pilot as well.  As part of this pilot, the creation of business rules and additional texting scripts are underway.  Each LCSA has developed its individual projects to “test” texting.  I will talk about the pilot later, but first, let’s talk about the pre-pilot.	


e Hello . This is a reminder that you have a Child Support
hearing on 06-26-17 at 1:30 PM. Please make arrangements
to appear in Court located at 751 Pine St., Martinez, CA
94553. Should you have any questions, feel free to contact
Contra Costa County DCSS at 866-901-3212. Thank You, CCC

DCSS. To opt-out reply with "REMOVE".



Presenter
Presentation Notes
As I mentioned, one of Contra Costa’s two licenses went to our legal resolution team, which is the team that prepares cases for hearings in court and supports the attorneys at the hearings.  This is one sample script we created.  Prior to October 2015, we —to take the place of auto-dialing.
Other examples include requesting documents for the hearing, requesting the party contact us to talk about the hearing, advising an email was sent with documents that need to be completed for the hearing.  



e Hi I'm Stevé your child sapport :"- Hi J , I'd like fo helﬁyou '

worker. I'd like to go over your keep your child support

new court order/case. Please ~ payments on track. Please call
text a best time to call. Thanks. 3 me at 925-957-7385. Steve at
To opt-out, reply with g CCC DCSS. To opt-out, reply with
"REMOVE". "REMOVE".
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Presenter
Presentation Notes
The enforcement workers share one license.  One worker has a caseload of cases with a newly modified order—cases are assigned to this caseload for 30 to 60 days after the order is added to our system so the worker can monitor for IWO payment and/or get the participant on track to pay on their own.  


—__* Legal Resolution (March 20 o Enforcement (October 1,
2016 through May 18, 2017)

to May 18, 2017)
* /7 text messages

* 5 responses
e 2 blacklisted
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* 214 text messages
e /4 responses
e 12 blocked number

responses ==~
e 3 blacklisted —
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Presentation Notes
Once a participant opts out, they go on the blacklist and any future attempts to text to that number is blocked from being sent.  Blacklisting is forever – the process to remove a number from a blacklist is complicated.



~ ¢ RIVERSIDE DCSS ALERT:
"~ Appointment reminder for
interview on 03/13/2017 at 830
at 2041 IOWA AVE RIVERSIDE,
CA 92507-2414 Call 866-901-
3212 with questions. Text
REMOVE to opt out

e RIVERSIDE DCSS NOTICE OF
PENDING LEGAL ACTION: You at
missed your scheduled
appointment. Call 866-901-3212
to reschedule. Text REMOVE to
opt out



Presenter
Presentation Notes
Reminders are appointments set in a postcard when they file S&C—come in and get served.



' ~ * RIVERSIDE COUNTY CHILD

"~ SUPPORT NOTICE OF INTENT TO
SEEK LEGAL ACTION: Please
submit your payment
immediately. If you have
guestions, call 866-901-3212.
Text REMOVE to opt out

© » DCSS Alert: Great news! We

would like to work with you to
help reduce the time you are
paying on your balance. Please
contact your caseworker at 866-
901-3212 to learn how. Type
remove to opt out
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Presentation Notes
On left is for delinquency cases.  On right is Riverside’s Hike-it-Up Campaign where they calculate how long it would take to pay off arrears at 
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e #1 — Reminder: 260 texts sent E e #1 — 90 days delinquent: 78
e #2 — Missed Appointment: 187 % texts sent

messages sent -« #2 — Hike It Up: 42 texts sent
e Responses received: 18 ;' Responses received: 16
i
e Blacklisted: 15 e Blacklisted: 11
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Presenter
Presentation Notes
This bulk message was sent to every CSS customer with a cell phone number listed in the agency system.  By replying STOP-the number was added to the blacklist.
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. Draft Busmess Rules nghllghts
e Script approval
e Response rules
e Activity logs of all texts
 No confidential info., attachments or links to case info.
e1:1and 1:100
e 1:100—Text C to Confirm rule
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Presentation Notes
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Social Media
— —y
e Case Management
e State Policy
- * Instant messages/chat not allowed
ﬁ"ﬂ ' e Can’t conduct any child support activity while signed into a
N personal account*

e LCSA agency page ok for general information and to answer
non-case specific questions; closely monitor

» Communications via agency page—self identify as child support "
rep —

\
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Presentation Notes
*California’s policy doesn’t really take into account how Facebook works.  You have to be able to use your personal account for locate and communication work and yet it is prohibited.  The way an agency page works doesn’t allow for staff to use the page for searches.  Also, Facebook does not allow someone to have more than one personal account.  The only way a worker can create a work-related account that identifies them as a child support worker is if the worker does not already have a Facebook account.  So workers would have to use their own account/page for their activities.  It wouldn’t matter much if it is for locate work because Facebook doesn’t leave a trail of where users have been and doesn’t report to anyone that someone looked at their page.  



2 e e T
“ e Informational

 About Us and Contact Info

e S_tart_ed'page_ in 2009
o Office closure/system outages
FAQs

* 793 people ﬂLike
Outreach Events |

" e Follow me on
e Community Events and Resources L 745 people n Facebook

e Low-Cost Family-Friendly Activities ¥
e Job Search and Training Info

e Communication
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Presentation Notes
2 administrators.  They regularly check other sites we follow to share community events, etc. on our page and generally post various informational materials weekly.  They get notifications when someone posts or comments and review them daily.  We allow anyone to post on our page.  Only time we had to remove any posts was when a CP and NCP got into a verbal altercation.  Some posts are negative and that’s okay.  We respond and try to fix and/or follow-up.  



Google My Business

% Ol 9.

~* Google search engine - users can leave reviews sy
e Claim your business and register for administrator rights
e Administrator can respond to reviews
e Administrator receives alerts of reviews posted
* |nteresting search statistics

e Challenges
* user names
* no ability to take down or edit
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Presenter
Presentation Notes
We recently learned about this.  It allows for someone to post a review on your agency when they do a Google search for your agency.  You may not even know that people are writing reviews about your agency, so I highly recommend you google your agency.  


* Melinda Self, Director

e Contra Costa County

e Department of Child Support Services
e Melinda.self@dcss.cccounty.us

¢ 925-957-2380



mailto:Melinda.self@dcss.cccounty.us
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