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Digital Marketing Overview

Goal:

Develop or improve outreach and two-way digital
communication to reach parents who could benefit from child
support services

Requirements:

* Implement three digital marketing interventions

* Evaluate projects using the Learn, Innovate, Improve method
* Share lessons learned with other child support programs

ERICSA
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Digital Marketing Overview

-

Grants Awarded: Sep 2018
12 state Child Support Programs

Fd
* California (4 grants awarded)
O Colorado
Indiana

Michigan
Minnesota

Texas
A Virginia
Washington

0 Wyoming

2 Tribal Child Support Programs

{> Lac Courte Oreilles Band
of Lake Superior Indians

of Wisconsin, Hayward, Wi ERICSA

[0 Cherokee Nation, Tahlequah, OK 2 022 i
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of state agency




Digital Marketing Overview

Intervention Examples:

* Ads on social media

*Search engine optimization

* Static ads on Huly, iHeart Radio, Pandora
* Website redesign

* Web chat

*Email campaigns

*Influencers

*Fuel pump advertising 2022,
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Cherokee Nation
Digital Marketing Project Results

ERICSA
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Cherokee Nation Reservation

* Citizen count: 400,000+
* Total child support staff: 38

* Total child support active
caseload: 2,400+

2022,
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Effective Outreach

Before Digital Marketing Grant:

* Toolbox included:
* Brochures, flyers
* Community meetings

* Occasional articles on program
* Word of mouth

After Digital Marketing Grant:

* TOOLBOX EXPANSION!
* Website
* Videos
* Texting
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Website

* Surveyed & developed what we wanted to communicate
* Adhered to internal communication guidelines
* Adhered to branding criteria

* Communications & IT Department became our main
collaboration groups

* Communications provided data on tools already utilized

2022,
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Goals of Updating Website

* Provide useful information to increase awareness
* Use plain language
* Create unique URL

* Serve as main platform for distribution

' ERICSA
2022,
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Original Webpage New Website: July 2019

Child Support

J 918-453-5444 =& childsupporti@cherokee.org @ 1511 Ketcher Street, Building C Tahlequah, OK 74464

Cherokee Nation Home > All Services > Child Support
Child Support
“Strong
Court Information
Parents,
- - — Strong
Downloads Families,
Strong
Frequently Asked > Foundations”
Questions
The Cherokee
e —— Income Withholding > Nation Office of
Order Child Support
Services
CNOCSS)
e Links And Services ( Watchon (@8te
provides
genetic testing for paternity establishment; location services, establishes child support
Mission Statement obligations and can assist in modifying child support orders. In addition, CNOCSS has a
e payment processing unit that ensures recordkeeping for all payment history and a case
Payment Options management unit that strives to ensure regular child support payments. The Child Support

Services office focuses on ensuring that parents are supporting their children. CNOCSS works
to provide additional service referrals that may be of benefit to the family and understands that
support can come in a myriad of ways and works will all parties in a neutral environment to
establish child support that is beneficial to each particular child and family.

Tip Line

Sl SEES e Video Library

e . Why Choose Us Would you like to communicate with the child support ERICSA
office via text? 2 2 2

Jazzin’ It Up
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and Families

Contact Us

—— Text the word child to 918-509-4990




Latest Features

CHECK THIS OUT!

Efficiency through the CNOCSS website
https://youtu.be/ CVrPbcfhBM
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https://gcc02.safelinks.protection.outlook.com/?url=https%3A%2F%2Fyoutu.be%2F_CVrPbcfhBM&data=05%7C01%7CMelody.Morales%40acf.hhs.gov%7C4378464415dc481ffd7d08da29e69451%7Cd58addea50534a808499ba4d944910df%7C0%7C0%7C637868367556274537%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C3000%7C%7C%7C&sdata=%2BYw5w02h6e%2BSTcZ6x%2FUomUP3xHrLoC1e2vqc5T6Ko%2FI%3D&reserved=0

Findings

* 145% increase in incoming applications
* 3.11% increase in office contacts

* 16.55% increase in open cases
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Contact Information

Kara Pasqua
Cherokee Nation Office of Child Support Services

Kara-Pasqua@cherokee.org

ERICSA
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Indiana
Digital Marketing Project Results
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Agenda

* Indiana Child Support Overview
* Goals
* Customer Journey

* Interventions & Results

ERICSA
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Indiana’s Child Support Program

N\
‘ Administered by the Department of Child Services (DCS) Child Support Bureau (CSB)
\

‘ In collaboration with Prosecutors and Clerks in 92 counties

|
‘ Since 2012 statewide case loads have declined by more than 120,000 cases (-32.5%)

[

‘ In response to this decline, CSB created an Outreach unit

[

\

In 2016 a statewide marketing campaign was undertaken to celebrate the 40th anniversary of the ERICSA

2022,
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Digital Marketing Research Goals

Increase general awareness about the program

Increase program participation and caseload

ERICSA
2022,
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Customer Journey

2022,
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Obstacles

* What prevents someone from engaging with our program?
* Not aware of the program
* Lack of knowledge of the program benefits
* Fear of not getting into the program

* Belief they do not need help
* Belief that our program cannot help them

* Confusion about the program terminology

ERICSA
2022,
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Updated Customer Journey
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Breaking Down Obstacles

* Focused on fear of not getting into the program (a
common theme)

* Why?
* | make too much money to be accepted.

* The program is only for moms, so as a dad, | won’t be
accepted.

* | could be denied services.

| A\

* We hypothesized it could be the words we were using! EIZ“O%A |
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What do these programs have in common?

*WIC
*TANF
*Credit Cards

*Car Loans
*|V-D Child Support Services

ERICSA
2022,
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What do these programs have in common?

They all have an application process!

*WIC

*TANF
*Credit Cards
*Car Loans

*|V-D Child Support Services

ERICSA
2022,
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What is a big difference?

*WIC — Can deny services
*TANF — Can deny services
*Credit Cards — Can be denied a card

*Car Loans — Can be denied the loan

*|V-D Child Support Services — Cannot be |
denied (but not everyone knows this) 2022,
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Interventions 1&2: What works better than “Apply’”?

* Tested on the Apply for Services page on the Child
Support website

* The button that took a user to the application said “Apply”

* During the interventions, Indiana tested other words:
* Enroll

* Open a Case = (7S
* Sign Me Up et

* Register .ERICSA.: :
* Getting Started 2022 .

Jazzin’ It Up
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Interventions 1&2: What worked better than “Apply™?

Sign

Me U
OpenA 105.95%BetE:3r Register

Case 105.61% Better

95.57% Better

Enroll

59.57% Better
67.51% Better

2022,
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Interventions 1&2 Results

“Apply” suggests possible rejection or denial.

Using positive alternative words can lead to greater enrollment

in the Child Support program.
ERICSA
2022 .

Jazzin’ It Up
for Children
and Families

Indiana has removed the word “Apply”. Their application is now
called an “Enrollment Form” and they use the word “Enroll”.




Intervention 3: Tested confusion about the :

program terminology P
(- N

[ ) [ J [ ) [ \ \ N ‘

* Tested the impacts of specific technical and agency ¢ N -”‘j}
terms on enrollment AT

A\ ¥
* Added technical and agency terms in front of Enrollment r:/ﬂﬁ

* Child Support ‘
e |V-D o R -3
e DCS X <
* Prosecutor ; b
ERICSA
2022 .
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Intervention 3 Results

IV-D
Enrollment
Form

s [oo [ <] o=
Enrollment Form Downloads

DCS
Enrollment
Form

Prosecutor
Enrollment
Form

[Control]
Enrollment
Form

Child Support
Enrollment
Form




Intervention 4: Continued testing of
program terminology

* Expanded upon Intervention 3 to further test specific
technical and agency terms
* Each technical and agency term had “Child Support”

added to its context
* E.g., “IV-D Child Support”
* Tested the additional term, “CSB”

| A\

' ERICSA
2022,
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Intervention 4 Results

[Control] CSB IV-D DCS Prosecutor \
Child Support Child Support Child Support Child Support Child Support f
Enrollment Enrollment Enrollment Enrollment Enrollment ‘
Form Form Form Form Form

ss3 [
Enrollment Form Downloads éggggf

for Children
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Simply saying “Child Support” worked best

HOW DO | ENROLL

OPTION 1: ENROLL ONLINE

Complete and submit information via CHILD SUPPORT ONLINE ENROLLMENT FORM

OPTION 2: ENROLL IN PERSON

1. Contact your County Prosecutor’s Title IV-D child support office. To find the office in your area, visit childsupport.in.gov/county.
2. Gather the information required by your county child support office.

3. Complete a Child Support Enrollment Form. You can get a form from your county child support office, or you can download a copy below. There is no fee to enroll.

4. Take or mail the completed form to your county child support office.

Below is the link to the Child Support Enrollment Form. Completing and printing the form before going to your county child support office will save time for everyone.

CHILD SUPPORT ENROLLMENT FORM ERICSA
2022,
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Intervention /: Digital Ads

Tested a variety of digital ads with varying components to
determine the best way to digitally market the
Child Support program

Targeted a population of 450,802 in 5 Indiana counties (56

zip codes) representing urban, suburban, and rural %

geographical areas with additional targeting to narrow ERICSA
delivery to parents ages 19-54 2022,

Jazzin’ It Up
for Children
and Families
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Intervention 7: Digital Ads

MONEY CAN'T BUY LOVE. |RREELLE

MONEY CAN'T BUY LOVE.

Image

Tagline

>

Helping you get the support
Helping you get the support | your kids need.
your kids need.

i ency Reference
>>> LEARN MORE << _— “Agency Re

| cweww-  [[CalltoAction

Message

2022,
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Intervention / Results

4 A

Of our Tagline variants,
“Comfort” showed a
13.59% deviation above the
control and >10% deviation
compared to all other
variants ranking as the top
variant even in different
geographical areas.

. %

/

Statistical significance
was only achieved in the
random control trial for
the Tagline component.

\

\

Y

The word “Comfort”
resonated best with
audiences.

ERICSA
2022,
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Overall Results: Words Matter

* “Enroll” is better than “Apply”.

 Remove Technical and State Agency Terms (e.g., IV-D)
e Simply saying child support to refer to your program is better.

e Test Which Words Work Best

* Indiana participants resonated well with the word “Comfort”.

ERICSA
2022,
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Contact Information

Eric Durnil

Office of Child Support Enforcement

(On behalf of Indiana Child Support Bureau)
Eric.Durnil@acf.hhs.gov

2022,
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Colorado
Digital Marketing Project Results

Anne Byrne, MS, Center for Policy Research

Heather Rego, Colorado Division of Child Support Services

2022,
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Maggie Spain, Spearca Communications




CPR

center for policy research

¥ communications

Our OCSE Digital Marketing Projects

Washington State
'? Y Department of Social
7 & Health Services

Transforming lives

COLORADO
' w Office of Economic Security

Division of Child Support Services

"/ Child Support
Program
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Jazzin’ It Up

for Children
and Families




Colorado’s Three Interventions

* Website Redesign & Search Engine
Optimization

* Facebook Sponsored Advertising

* Website Remarketing & Paid Search

2022,
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Our Foundation: Ogilvy’s 2018 Report

In 2018, Ogilvy (a global public relations firm) conducted qualitative focus group research for
California Department of Child Support Services. This research revealed important insights as to
how parents viewed themselves when applying for child support as well as how they viewed the
child support program and marketing of services.

Vulnerability

ERICSA
2022,
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Colorado DCSS Website BEFORE

ColoradOmme official state Child Support Services Portal

cdhs L

Colorado Department #
of Human Services \Q -

ple who help people

e Site built in 1996
and not touched
since then

pe

Parent Employer

e Cumbersome to

Welcome

L]
navigate
support obligations, and enforcing those obligations.

publicaciones a Ia derecha, Descriptic Colorado CSS - Spanish Video 7.7mb

* Not mobile-friendly

Useful Topics:

« Make online payments, for more information view options.

* Only available in - entun

e Colorado
* Description of Colorado Child S

One TranIGted . The impz?rtanc.e of paternity.
language ; or Chlren poscy

f Two - Spanish Video
o Web Access for DOC, Parole and Probation Offi

on Available
Inco g
gram Strategic Plan 2011 - 2013

e Withholding O

rvices - Spanish Video

ct Support

The Child Support Services Program will put children first by helping both parents
assume responsibility for the economic and social well-being, health and stability of
their children. We recognize that children benefit from positive, ongoing relationships
with both parents.

* Limited imagery

Colorado Division of Child Support Services

Partner Agency

The Mission of the Colorado Child Support Services Program is to assure that all children receive financial and
medical support from each parent. This is accomplished by locating each parent, establishing patemity and

** Haga clic en la ficha de los padres para obtener informacién en espafiol y haga clic en la ficha de

HE
Wy
SIAR

Wz,

Home | FAQ | Contact Us
Login

Website Registration
Parents | Employers

Online Services:
Apply for Services

CSS Site Search
Go
Additional Search Tips?
Find County Offices ¢

Enter a County or City name

Community Resources
Forms & Applications
Glossary of Terms
Other State Child Support
Publications

2022,

Jazzin’ It Up
for Children
and Families




Colorado DCSS Website Redesign Process

Rewrite using plain
language, removing
complicated terms and
jargons

Make child support more
approachable

User experience design
Content entry portals

Intentionality with
selected images

Engagement

SME review of revised
content

Project advisory board

CDHS Family Voice Council

2022,
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Using SEO Tools to Develop Content

* Google Analytics & Search
Console are FREE for you to use.

ft Hom
Search Query Clicks +  impressions CTR Average Position
27 Customiza tion
° . 157,423 719,752 21.87% 23
These tools are important to
> @ Realtime 1. colorado child support 26,000 2 29,631 87.75% 1.0
. .
analyze before redesigninga .. ... S R S a
5 3. child support colorado 15,836 6 20913 75.72% 11
. v Acquisit 4
Websn’e. :V:mcw 4. child support 9,536 (6.06%) 53,830 17.72% 1B P
5. fsrcolorado 6,846 (115 7942 86.20% 1.0
» All Traffic
¥ Google Ads 6. colorado child support login 6,790 (4 ) 7,083 95.86% 1.0
S luarch Console 7. child support registry 6,624 (4 8,626 76.79% 12
) . ofe ) S
* Queries identified in Search p—— o
Countries 9. fsrlogin 3,805 42%) 4,604 82.65% 1.2

ConSOIe ShOU I d be infused info Devices 10. family support registry colorado 3,728 4,630 80.52% 10

Queries 11. colorado child support calculator 3427 (2 5409 63.36% 1.0

Content deve|0ped for the Sife. isockl 12, colorado family support registry 3138 (1.99%) 3800 82.56% 10

2 Attribution 13. co child support 2,227 1 2421 91.99% 1.0

& < 14, fsr 2,197 40 15,526 14.15% 17

* Important for parents to be able
to find your child support

ERICSA
2022,
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program based on search terms
they are using.




Colorado DCSS Website AFTER

* 3 content entry
portals

* Mobile-friendly

* Easy to navigate

* Contact
information readily

accessible

* Translated into
50+ languages

&« C @ childsupport.state.co.us Q w O N = 0 :

Q, SEARCH | CONTACTUS | LANGUAGE v

COLORADO

Office of Economic Securi
p Ny | OHeeot ‘°"°"'° ) About  Services Child Support Orders  Family Support Registry ~ Employers  Resources
Drveion of Chid Susport Senv

We put
children first

See how we're supporting Colorado families during the COVID-19 pandemic

The Colorado Child Support Services Program works with parents and
caretakers to make sure all Colorado kids get the financial support they need to
thrive.

Make a Payment

Our services include

ERICSA

https://childsupport.state.co.us/ 2022
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Colorado DCSS Website Intervention Results

Apply for Services Webpage Traffic and Behavior by Period

Baseline Intervention Percent
June 1 = July 31, Sept. 1 — Oct. 31, Difference Ch
2019 2019 ange
Total Users 1,708 3,203 1,495 87.5%
Number of New Users 1,124 2,313 1,189 105.8%
Number of Sessions 2,222 4,034 1,812 81.5%
Average Session Duration 7:18 4:55 -2.63
Average Pages per Session 3.9 3.7 -.2 5.3% 2022
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Development of Online Application

Colorado’s third intervention was delayed due
to the COVID-19 pandemic.

DCSS used this time to create a fully
functional online application.

DCSS convened a team of subject matter
experts and Spearca Communications to
reimagine Colorado’s application for child
support services.

Updated application is more streamlined and
intuitive for users.

Users can now complete, sign, and submit an
application for child support services on the

DCSS website.

COLORADO

@, w Office of Economic Security

1 of Child Sup

Colorado Child Support Services Application

-
We Put Children First

The Colorado Division of Child Support Services (CSS) works with parents and caretakers to make sure
all Colorado kids get the financial support they need to thrive.

We're making it easier for Colorado families to apply for, and receive, child support services. You can now
complete an application for child support services online. Our online application will guide you through
the process based on your family's situation.

Once you submit your application, you will not be able to make additional changes. The submission
activates the county review period. During this time, your county child support office will be in touch with
you to collect the $20 application fee and gather the required legal documents needed to complete the
application process

We strongly encourage you to complete your application online. This is a streamlined process that will get
your information to your county child support office faster. If you are unable to do this, a printable
version in English or Espanol is available. Please complete and mail the printed application to your
county child support office.

CSS Tip: Do not fill out this online application for child support services if you are receiving Temporary
Assistance for Needy Families (TANF). Your case may have already been referred to us. Contact the child
support office in the county you are currently receiving TANF benefits to find out the status of your case.

We are here to help you and your family. If you have questions, please contact your local county child
support office

Get Started

Returning to Application?
PIN:

Last Name:

First Name:

Date of Birth:

2022,
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Digital Tools to Engage Parents: What Works Best?¢

@ Google T

P facebook
pandora

r N
& n v T Jazzin’ It Up
0 u u e for Children
L J and Families




Colorado’s Experience

facebook

2 creatives running at even frequency over
12 weeks

Targeted to 62 zip codes in 60 counties with
low uptake of DCSS services & higher rates
of single parents

Further targeted to reach English speaking
women aged 30-45 with relationship
statuses of single, divorced, separated, and
it’s complicated

Google

Website remarketing of Apply for Services
& Online Application webpages

Search Retargeting

Paid Search

Campaign ran for 10 weeks, from
July 20 — September 28, 2021

' ERICSA
2022,
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Creative Examples: Facebook

Colorado Department of Human Services Colorado Department of Human Services
w 7 mins - Q

W7min546

Do you need help getting child support? The Colorado Child
Support Services Program can start an order and/or collect
child support for a one-time application fee of $20.

Do you need help getting child support? By opening a
case with the Colorado Child Support Services Program,
you can access many services to support your family.

COLORADO

Child Support Services

©.

childsupport.state.co.us childsupport.state.co.us

We can help you Find out your options. Aepy o ERICSA
O 7 2 Comments 6 Shares c 7 2 Comments 6 Shares 2 02 2

) oY Like (J comment @ Share JaZZin’ It Up
[fb Like D Comment ﬁ Share fOT Children
and Families

Department of Human Services




Creative Examples: Remarketing & Search
Retargeting

Website Remarketing Search Retargeting

We're making __Hasyour

it easier to apply for

‘ COLORADO
I::I.ORADO Child Support Services
7| | p— -—)-/ Dmparmant of e Somvice
. " |

* Display ads directed to recent * Display advertisements delivered to
visitors to two DCSS webpages women aged 30-45 in six
participating counties whose internet
* Creative message focuses on search behavior included
ease, convenience and designated child support terms
accessibility of application 2022 ‘
process * Creative message focuses on a life Jazzin’ It (}p
change & need for child support + for Children

valuable services and Families




Creative Examples: Paid Search

Ad -https://childsupport.state.co.us

Child Support Made Simpler | Apply Online Today |
CO Division of Child Support

Many Cases Handled Without Expensive Fees. Collect
Child Support. CO Division of Child Support

Ad -https://childsupport.state.co.us

Co Division of Child Support | Low-Cost
Paternity Testing | Establish Paternity for
Child

Legal and Confidential Process. We Can Help You
Support Your Family. Don’t Waste Money on
Expensive Testing.

Search Term Examples

* Apply for Child Support in
Colorado

* Establish paternity in Colorado

* How do | pay child support in
Colorado?

* Application for child support
Colorado

* Where do | apply for child support
in Colorado

* Colorado paternity testing

ERICSA
2022,
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Value of Paid Search

« Outperformed other types of
advertisements in clicks, website sessions,
user engagement on website and initiation

and completion of online applications.

« Click-through rate of 16.42%
outperformed 1.91% overall average of

search advertisements across industries.

«  Nearly a 148% increase in web-based

applications during the intervention period.

ERICSA
2022,
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Why Did Paid Search Perform So Well¢

Awareness Conversion

Ads targeted people who By the time the individual The online application
were already aware of the considered a child support provided digital
child support program. service, they were primed to accessibility, making it
search for more information more convenient to apply
Positioning at top of search and apply. for services immediately
results ensured prime readl after seeing an ad.
estate. Messages used in the paid
search ads matched messaging 2022

on DCSS website.

Jazzin’ It Up
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Digital Marketing Lessons Learned

Website

Design

Content portals placed on
every page provide easy
access to key services and
contact information.

Design is a complex process
that requires involvement and
buy-in of multiple state
departments.

Direct and simple messages
were most effective.

Messages should communicate
how child support can help
parents provide for their
children (i.e., a helpful resource
responsive to parents’ needs).

Creative should not feature
happy, intact families.

Digital

Platforms

Facebook ads prompted brief
engagement while increasing
brand awareness of child
support services.

Paid search attracted a larger
and more engaged response,
directing those already
interested in child support to

online application. 2022
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Contact Information

Anne Byrne, MS
Center for Policy Research

abyrne@centerforpolicyresearch.org

Heather Rego
Colorado Division of Child Support Services
heather.rego@state.co.us

Maggie Spain
Spearca Communications
maggie(@spearcadenver.com
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Digital Marketing Resources

https://www.acf.hhs.gov/css/grants/current-

ogrants/digitalmarketing

https://www.acf.hhs.gov/css/grant-

funding/digital-marketing-pro

ject-summaries
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https://www.acf.hhs.gov/css/grant-funding/digital-marketing-project-summaries
https://www.acf.hhs.gov/css/grants/current-grants/digitalmarketing

THANK
YOU!

‘: N .
(A
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ERICSA
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