
GREEN or RED CHILE?!
Making Smart Decisions based on DATA



San Diego Department of Child Support Services

Topics
• Data-driven approaches for Child Support outreach and 

communications 

• Data policy lessons

• History and insights

September 15th - 17th



Digital Acceleration/Transformation

What is it? 

The drive of services to online platforms

1. Here to stay 

2. No longer optional

3. More resources available now than ever
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Digital Transformation – Strategy and Implementation 

“Let the data be your guide"

• Journey

• Roadmap

• “W” Questions

• Examples

• What data do we have now? 

• Who are our customers?

• Why do we measure this specific thing? 

• Leave room for agility

• Accept progress over perfection 
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Digital Transformation – Strategy and Implementation 

• Test

• Have plans to test and test thoroughly

• Execute

• Plan your launches well

• Repeat/Scale

• Research
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Four Pillars of Digital Presence & Growth

DATA
Strong strategy; be clear, govern according to it

PEOPLE
Structure, develop, mentor the teams for success

TECHNOLOGY
Be savvy on multiple platforms and continue to learn

CREATIVITY
Delight and surprise the customer; set yourself apart
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Data vs. Information 

“Data is everywhere but turning it into information isn’t free.

It takes focus, effort, consultation, and time.

More information is only useful if it helps you make a decision.

If you can’t do anything with the data, it’s never going to be 
information.”

- Seth Godin 
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Customer Interactions

• Zoom

• Microsoft Teams

• Live Chat

• Texting

• Twitter
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• DocuSign

• PeachJar

• Website Redesign 

• Facebook 

• GovDelivery 

• Shift the way we engage with customers

• See, Solve, Simplify
• “Customer Centered” approach vs “Life Centered” 
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• Started in December 2020 as a response to COVID-19

• Quickly adapt to Zoom usage

• Departmental collaboration & training
• Customer priorities change & reshape when facing external forces

• How can our department to meet these needs?

Zoom Implementation



• Zoom 
• Monitored during business hours by 

reception staff

• Review and check into Lobby Central 

• Zoom-In 
• Similar to an office walk-in

• Zoom app/ account not needed

• Zoom Appointments
• Schedule a virtual meeting with assigned 

Case Manager 

• Services Available via Zoom
• Same as in-office
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Zoom-Customer Experience



• Decline in the use of Zoom
• Created a Zoom workgroup 

• Data used to identify the reasons for 
decline

• Increased promotion of 
Zoom is vital

• Increased Zoom Availability
• Added Zoom availability to our Super 

Saturday events
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Zoom-Lessons Learned



Microsoft Teams-Virtual Court Hearing

Implementation
• June 2020

• Virtual interviews to-date: 3,654 Virtual Interviews

Pre-Court Hearing
• Notice to Parties to participate in Meet and Confer

• One week prior to court date

Day of Hearing
• Parties appear in person or virtually
• Virtual Court Appearance

• Access courtroom via a link
• Case to be heard during a specific window of time
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Lessons Learned

• More outreach material to
• Bilingual parties
• Technologically challenged parties
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DocuSign

• Electronic signature for legal and CS documents

• Legal team primary users then expanded to Operations for 
Stipulations and other case management forms

• Completed signings through this process are efficient, quick and 
secure

• Limited to participants with email

• Per document charge
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Social Media Past, Present and Future 

• 2018

• San Diego granted a Digital Marketing Grant

• 3 “interventions” 

• Facebook

• Peachjar

• Public-facing Website Redesign 
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Lessons learned & Application

INTERVENTION SPECIFIC

• Demographics

• Age

• Location

• Gender

• Interests

• Reach 

• How many can reach?

• Cost per click?

• How to use certain tools

• Facebook analytics

• Peachjar data
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OVERALL LESSONS

• Organizing and comparing data from multiple 
sources

• Cause and effect/testing

• Analytic lens of observation

• Set up testing

• Customer communication

• Best practices



Current Activities and Tools
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Texting

• Text Page Pro
• Case participants can text their case manager 

• Timeframe for case managers to text back

• General questions or case specific 
information
• Limited to 150 characters

• Targeted groups in both languages
• Super Saturday targeted 3 specific Noncustodial Parent 

Groups (in English and Spanish):

1. NCPs with NAA OGS and PAA Arrears: 1093/120

2. NCPs with a suspended driver’s license: 680/46

3. Case resolution no shows: 96/16
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Best Practices for Texting

• Breakdown participants by case role 

• Texting has become the preferred method of 
contact
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Texting Functions

• Multiple functional units using the texting 
platform and contract information

• Court order processing

• Clerical and reception

• Intake

• Special projects (High School Diploma Program, 
Youth with Dreams, etc.)

• Service Team

• Case Workers
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Website Redesign

• Per website data/ analytics, customers 
appeared lost on our website

• Too many pathways 

• Layout not mobile user friendly

• Needed more emphasis on highly requested 
information 

• High bounce rate

• Pages are not engaging the customers

• Lack of comprehensive information 

• Bounce rate isn’t always bad! 

• Majority of traffic is mobile

• Made website layout more responsive for not only 
desktop, but mobile as well



September 15th - 17th

New & Improved Website

• Used data from Adobe 
Analytics to track pathways 
with highest amount of 
engagement/ clicks

• Opportunities for 
more information and 
resources beyond 
Child Support

• Eyes on the customers

• Customer analytics 
alone are no longer 
enough



Data Sources

• Child Support Enforcement (CSE) statewide case management system

• Outside of CSE 

• Sheriff & Probation departments.

• Meta, Peachjar

• Other County Sources

• Website examples for data driven strategies

• Youth with Dreams: Services and Resources Catered to Child Support Participants Ages 15 to 21: 
San Diego Child Support - Resources for Young Adults

• Justice Involved Parents and Children: Services and Resources for Parents and Children - JIPC 
(sandiegocounty.gov)

• Families going to court: Going to Court - virtual hearing (sandiegocounty.gov)
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https://www.sandiegocounty.gov/content/sdc/dcss/ResourcesForYoungAdults.html
https://www.sandiegocounty.gov/content/sdc/dcss/Resources-for-Parents-and-Children-JIPC.html
https://www.sandiegocounty.gov/content/sdc/dcss/GoingToCourt.html


Recap

• A data-driven approach can be developed to impact customer 

communications and outreach 

• Learn and apply lessons learned from past communication efforts

• Gather and manage data from multiple sources in-house and use it in 

projects 
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Group Discussion

• What preferred communication methods does your agency utilize?

• What tools have been the most beneficial?

• Is there a new tool or strategy your agency would like to implement 
or share?
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Contact Information

Andrea Cooley – Child Support Manager

Ph: 858-650-6582

E: andrea.cooley@sdcounty.ca.gov

Sarah Aguirre – Administrative Analyst I

Ph: 619-985-5498

E: sarah.aguirre@sdcounty.ca.gov

Kendrik Eaton – Administrative Analyst II

Ph: 858-650-6578

E: kendrik.eaton@sdcounty.ca.gov
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Nebraska State Disbursement Unit



Foundation for an organization’s data?
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Banking
Customer Service
Payment Window

Data Entry
Paper Payment Processing

Electronic Payment Processing
Collections
Recovery

Administration
Quality Assurance

IT Support
Other Business Unit Staff

STAFF DATA
Names

Roles/Paying/Receiving/Both
Addresses/Old/New/Researched

Mobile Ph/Email/Home Ph/Work Ph
Text Blocked/Email Blocked

Routing #s/Bank Acct #s/Serial #s
ORG Ids/Income Withholding Orders
Case Numbers/Interstate/Old/New

Identifiers/FEINS/Company Ids
Pay Types/Pay Locations

$ Amounts
Pay Frequency

Pay Timing

CLIENTS/CUSTOMERS
PARTNERS

Paying Parents
Receiving Parents

Those Who Are Both
Alt Payees

Joint Parties
Employers

Federal Agencies
State Agencies
Tribal Nations
Other States
Other SDUs

Foreign Countries

US Bank/Elavon
NACHA ACH Network

NE DHHS/Centurion Cares Call Software
YoungWilliams/Rochester Armor Car

Contact Wireless/Text/AI Chatbot
Mad Mimi AKA Go Daddy

Jack Henry/Remit Plus/Remote Dep Cap App
Nanonation AI Kiosks/Olea

PayNearMe/US Payments myPaySite Kiosks
Value Payment Systems/PayPal/Venmo

Expert Pay/MoneyGram
Vanilla DirectPay/Incomm

OPEX/Quadient

Nebraska State
Disbursement Unit



Data connections can get crazy!
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Consider this brief definition of data analytics: the processing and analysis of historical data over a specific period of time.
That sounds simple enough. However, data analytics is actually a complicated process businesses rely on for decision-
making that can directly affect business operations and revenue. Analyzing data is the process of retrieving original data 
using specialized computer systems and applications. This original data is transformed into different formats or 
classifications of meaningful information that supports decision-making.
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Make data readily available to act on!
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Make data readily available to act on!
September 2021 September 2022
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Make data readily available to act on!

September 2021 September 2022
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Make data readily available to act on!
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Acting on your data!
• We reduce the likelihood of a payment being deposited in a closed 

bank account/or mailed to an incorrect address/or being loaded to a 
lost pre-paid bank card!

• We have fielded numerous calls if and when this is happening and 
have time to correct the problems before they happen!

• 2019 we escheated 241 payments from ReliaCard totaling $90,739 to 
Unclaimed Property!

• 2020 we escheated 183 payments from ReliaCard totaling $57,920 to 
Unclaimed Property!

• 2021 we escheated 53 payments from ReliaCard totaling $32,284 to 
Unclaimed Property!

• 2022 we will be escheating approximately 43 payment totaling 
$29,846.69 to Nebraska’s Unclaimed Property!

• Notices let people know when they are getting money, how they are 
getting money, where the money will be going, and this reduces the 
chances of the money not getting to them!
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Collecting more data!
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Collecting more data by delivering value!
Seven Self-Service Kiosks Currently Live!

The Nebraska Child Support Payment Center has installed seven new self-service kiosk locations 
where child support paying parents can make payments. Please review below for the nearest kiosk 
to your location and stop by to make a payment. The kiosks accept cash, debit card (no fee), credit 
card (2.49% service fee), personal/business checks, and even money orders. If you need your QR 
Code, text “code” to (402) 205-0116 to be directed to the Agency Related Person (ARP) ID look-up 
code page. All other questions call 1-877-631-9973, option 3.

•In the north entryway of the Nebraska Child Support Payment Center, a division of the State 
Treasurer’s Office, at 421 S 9th, in Lincoln.
•The entryway of the Douglas County Clerk of the District Court on the third floor of the Hall of 
Justice, 1701 Farnam St., in Omaha.
•The Sarpy County Jail entryway, at 1208 Golden Gate Dr., in Papillion.
•The waiting room area of the DHHS building at 209 N 5th, in Norfolk.
•The hallway outside of Hall County Child Support Office, at 203 W 2nd St, in Grand Island.
•The Buffalo County District/County Court entryway, at 1520 Central Ave., in Kearney.
•The Scotts Bluff County Court House entryway, at 1825 10th, in Gering.

https://goo.gl/maps/cRJFPud3hmz96U5x6
https://goo.gl/maps/nqn3wdofPGwbATTU6
https://goo.gl/maps/7CnKf3CkudGMhkzdA
https://goo.gl/maps/4J4cHYfPiP68DFcP9
https://goo.gl/maps/rVm8Z9wMxxaubcni7
https://goo.gl/maps/nvbRDU1C2QwLXcgT6
https://goo.gl/maps/pL2712sDwbnzFk1j8
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Collecting more data by delivering value!
NE Rapid Pay Android/Apple Remote Deposit Capture App
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Collecting more data by delivering value!
NE Rapid Pay Android/Apple Remote Deposit Capture App
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Collecting more data by delivering value!
Most valuable data you can collect on your paying/receiving parents 
is their mobile phone numbers and their email addresses!
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Results of data driven decision-making!
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Results of data driven decision-making!
Customer Service Call Volumes Legislative Reporting Both Call Centers!
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Results of data driven decision-making!

Impacts to the workforce……what are we all going to do now?

• Cross-train, cross-train, cross-train!
• Promote, promote, promote!
• Pay increases, pay increases, pay increases!
• Work on new identified low hanging fruit which your data will assist 

in identifying for you!
• Do things you have never done before!
• Obviously, likely to reduce the number of staff and our office has 

gone from 20 staff with 3 being part time at the end of 2019 to 
currently 12 staff with only 2 part time staff!

• All attrition has been a result of retirements, promotions, transfers 
and we have not had anyone quit the State of Nebraska!

• Less turn-over given the above situations…..people really do want 
more responsibility and opportunities to learn new skills!
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Future of data driven decision-making!
What are we all going to do next?
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Future of data driven decision-making!
What are we all going to do next?

Move more in the direction of open banking for all paying/receiving 
parents, employers and other receipt/disbursement clients will 
result in below benefits!

• Improved customer experience!
• Ensuring the highest security standards are being met
• Reduced service costs!
• Centralized information will add to your ability to make data driven 

decision-making even more prevalent!
• Innovative solutions to simplify the processes, provide for more 

options, and meet more needs, thereby delivering value!
• Instant settlement and/or also referred to as near real-time payment 

processing!
• Personalization for both the benefit of your office as well as the 

benefit of clients!
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Future of data driven decision-making!
What are we all going to do next?

Combine our Centurion Cares customer call center software with AI 
voice response representatives (Max & Alice) to provide personal 
customer service to our callers 24/7/365 in conjunction with an AI 
text/web chatbot.

• Improve customer experience with ability to accept calls at all times!
• Reduced workload on live representatives so they can focus on 

outbound calls to deliver more value to all!
• More resources available to focus even further on our data to 

ascertain the best directions to go by making better decisions!
• Empowering our representatives, our partners, our customers and all 

who come into contact with our office!
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