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• People aren’t always rational, but 
they are predictable

Behavioral 
Science

• Using information about the past 
to predict unknown future events

Predictive 
Analytics
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Private sector firms are extremely adept at using 
these concepts in their business.

4



Predictive Analytics! (the algorithm says I’d like these)

Behavioral 
Science! 
(getting me 
to do 
something 
by telling 
me it’s 
popular 
with other 
people)
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Netflix wants me to watch more. The algorithm tries to predict what I’ll like most.
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“You can already check your 
statements online…” Behavioral 
scientists call this endowed 
progress.

Personalization
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Defaults!
(Lowes wants to save 
money on postage by not
mailing me statements)
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Baseball fans in the room, what’s wrong with this picture?
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3B?
SS?

(he ended up striking out)
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Scarcity & 
Peer Effects
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Nudge vs Sludge

• We think of nudges as behavioral techniques to encourage 
behavior in peoples’ best interests

• Introduced by Richard Thaler, sludge is when these same 
psychological principles are used to:
 discourage behavior in peoples’ best interest, or
 encourage behavioral that isn’t in their best interest
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Not shown in 
advertised 
price, gets 
added in 
“taxes and 
fees section” 
at checkout
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Big font size for 
what you “get”
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Smaller font 
size for form it 
comes in
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Smallest font 
size for all the 
rules and 
limitations 17



Returning to our two core concepts

• Predictive analytics looks at what we’ve done in the past and uses that 
to predict what will happen in the future

• You watched Star Wars so you’ll probably also like Thor.
• Once a pull hitter, always a pull hitter.

• Behavioral science can help craft messages and processes that 
resonate with me to get me to do something

• We made it easy for you to pay your credit card bill by emailing you statements.
• Reserve your hotel soon before this deal is gone!
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So what does this mean for child support?

• Lots of data
• Staff have to make a lot of decisions about what to do with data and 

how to prioritize tasks
• Child support agencies are trying to affect the behavior of the groups 

they work with
• Opening a case
• Acknowledging paternity
• Making a payment
• Calling when you switch jobs
• Etc.
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• Unlike the private sector, child support’s goal is to serve 
families

• This means the child support program can use these tools 
and concepts to improve outcomes

• With behavioral science, this might mean recognizing that people 
don’t necessarily do what’s in their best interest

• With predictive analytics, this might mean identifying potential 
non-compliance before it happens

So what does this mean for child support?
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Some recent research
Behavioral science can increase the percentage of incarcerated 
parents requesting and receiving an order modification. 

Results from Washington State:

See more at: https://mefassociates.com/WA-BIAS
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But…

• Child support, at its core, is about financial and medical 
support for children

• Behavioral science and predictive analytics don’t create 
income that doesn’t exist

• They can help predict and alter behavior, but they may not 
be appropriate for addressing structural problems facing 
low-income families
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More recent research

Behavioral science can increase 
payments in the near term, but 
results are small and don’t persist

See more at: 
https://mefassociates.com/TX-BICS

Small but significant effect
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Another caveat…
• There are limits to the utility of these methods and they can also 

potentially do harm
• If the system is biased, models based on the system’s data will 

reinforce and perpetuate this bias
• If the data aren’t good, neither are the predictions 

• garbage in = garbage out

• Predictive models typically only include data for people the 
program has data on

“Technology serves as an amplifier of underlying values 
and social structures.”

Virginia Eubanks, Automating Inequality
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Where do we go from here?

• Understand the people we’re serving
• Define the behaviors we’re trying to affect
• Customize approaches based on what we know about clients, 

their circumstances, and underlying psychology
• Researchers and policymakers need to know what 

works…and for whom
• Child support workers need tools and processes to best serve 

their customers
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Questions?

• Asaph Glosser
• MEF Associates
• asaph.glosser@mefassociates.com
• 206-653-0225

•

26

@MEF_Associates

Also check out childsupportresearch.org for research, briefs, and a podcast

mailto:asaph.glosser@mefassociates.com
https://childsupportresearch.org/
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Behavioral Economics Coordinator
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S&C Coversheet Campaign

19.50% 
improvement

Response Rates

2X Answers
filed



Attendance Numbers

VS

PRS CCW LETTER Attendance Study

VS VS

40.0% 
improvement

322 Letters 
sent40.0%

Improvements
20.0%

Improvement



VS VS

7.8%
16.7%

10.6%

Original Version 1 Version 2

TOTAL RESPONSE RATE
DRIVE LETTER CAMPAIGN

5x the number 
of collections

2.1x 
improvement

Doubled the 
Response rates

$17,132 
collected



Project Initiation Preliminary Results

• 3x contact rate improvement

• First contact 7 days sooner



Lessons Learned
1)Keep it Simple
2)Test it
3)Involve stakeholders early



Contact Information
Paul Garcia

Behavioral Economics Coordinator
Paul_Garcia@cssd.lacounty.gov

(323)889-3240

mailto:Paul_Garcia@cssd.lacounty.gov
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The Big Questions

2019

Outcome

Why

What

How

Where



Why 

• Data always has a story to tell
• Can be backed up
• Can be trending
• Can either be consumer centric 

or business centric
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Where

2019

Publically 
available 

information

Census 
Bureau

American 
Fact 

Finder

Bureau 
of Labor 
Statistics

Vital 
Statistics

CDC

• Data.Census.gov
• Annual Economic Surveys
• Annual Surveys of governments
• Census of Governments
• Decennial Census
• Economic Census
• Equal Employment Opportunity 

Tabulation
• Population Estimates Program



What it is used for

2019

Before Case 
Creation

How do we reach NCP’s 
before an ordered case

Identifying and reaching low 
income areas with out of 

wedlock births

After Case 
Creation

Tailoring outreach strategies

Job fairs, Community 
Partners, Vocational 

Training 

Agency 
Planning

Brick and mortar locations

Where to stage case workers 
in the community

Matching outreach 
materials to the 

demographic of the 
consumers



How do we use it

• Put the Data in a visual
• Chart
• Map

• Add or take away elements
• Let the data speak to you
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TN 30th

• What do we know about this 
area?

• Shelby County (Memphis)
• State’s Largest county

• The community we serve?
• Unemployment Rate
• Median Income
• Ethnicities
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Answering the Why

2019

• Strategize for brick and mortar 
locations

• Case Management 
understanding caseload

• Getting to know cases on a 
personal level

Business Centric Consumer Centric

• Understanding the people
• Vocational/Workforce 

Training

• Event locations
• Outreach Strategy
• Case worker 

placement



Where

2019

American Fact 
Finder

Population Estimates

Households on SNAP

Poverty Levels

Industry Employment

Marital Status

Bureau of 
Labor Statistics

Unemployment Rates

Earnings and hours

Consumer Price 
Index

CDC

Alcohol Use

Birth rates

Environmental health

Physical Activity



How do we use it
• Mapping examples

• Unemployment

• Build a story
• Can’t make decision 

based on one data set
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How do we use it

• Mapping examples
• Unemployment
• +Vocational Training
• +Homeless Shelters

2019



How do we use it

• Mapping examples
• Unemployment
• +Companies/Establishments

• Less opportunities in some 
areas

• How does one commute
• Public transportation?
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• Comparing public 
transportation to 
where companies 
actually are



How do we use it

• More difficult for 
people to reach 
eastern Memphis 
with no public 
transportation
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Outcome
• Do we need additional outreach?
• Pinpoint areas in which we may 

need additional outreach
• Job Fairs
• Community Centers
• Homeless Shelters
• Libraries
• Posting flyers for events

• Focusing on these areas will give use 
a better opportunity to get ahead of 
potential cases

2019



How do we use it

• Mapping Examples
• Educational Attainment

• Less than HS Diploma
• +Vocational Training
• +Homeless Shelters

2019



How do we use it

• Mapping Examples
• Educational Attainment
• +Vocational Training
• +Homeless Shelters
• +Establishments

2019



How do we use it

• Mapping Examples
• Households on SNAP
• +Vocational Training
• +Homeless Shelters

2019



How do we use it

• Mapping examples
• Unwed Birth Rates
• +Hospital locations
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Outcome
• Targeted Outreach

• Hosting paternity form for 
hospital training

• Getting nurses to join outreach 
teams

• Presentations or flyers at high 
schools and community 
colleges

• Partner with hospital employee 
responsible for Voluntary 
Acknowledgement of Paternity

• Get information to parents
• YMCA’s
• Sport Facilities
• Local Community Centers
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Recap
• Data always has a story to tell

• Where to find it
• How to use it

• Leveraging publically available information can improve the internal 
decision making process

• Identifying potential areas before ordered cases
• Identify potential problems that could be addressed - transportation
• Outreach initiatives
• Event types and locations
• Help case workers become more personable with their cases
• Gain valuable community partners



Questions?

Michael Lant
MAXIMUS
MichaelLant@maximus.com
404-783-8778

mailto:MichaelLant@maximus.com
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