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Avenues of
Approach:

Innovations in Customer Engagement

Andrea Cooley
San Diego County, Division of Child Support Services
Assistant Deputy Director



Program Overview




San
Diego

California Counties

San Diego Population / 2" largest
County Iin California / 5t largest County
in the US

> 3.3M residents

0 71.3% White, 31.6% Hispanic or Latino
(of any race), 10.9% Asian, and 5%
Black or African American

. 30.5M visitors / annually

> Local Child Support Agency #37 of 58

s One of the “Big 6” or Very Large LCSAs
in California

. Caseload size

. Performance measures




Customer Portal




San
Diego

California DCSS (all Counties)

. 866# open 24/7 for customer inquiries and
Customer Connect Portal

. On-line Simplified Enrollment Process (SEP)

. On-Line Review & Adjustment Process

San Diego

Phone Lines: Open 7:30am - 6pm
Lobbies: Open 7:30am - 5pm
. Saturdays: 1 day/month, from 9am -
lpm
LiveChat: Open 7:30am - 6pm
Virtual Appointments and Instant
Interviews: Open 7:30am - 5pm

Welcome to
Customer Connect

Instructions for creating and navigating your account

pt for an emailed PIN, you should receive

r
inutes. Otherwise, your pin will be
u.

required to complete your
account registration.

1. Click Register
2.  Enterrequested
information




Appointments




San
Diego

QMS Mobile: Self-serve check-in
progress and appointment system for

California child support customers
. San Diego developed
. Rolled out in California LCSAs (Los
Angeles, San Francisco, Sonoma, and
Kern) with others following soon
« Staff Dashboard

* Virtual Appointments

W)

CHILD SUPPORT

CHECK-IN

Powered by QMS Mobile




Court Activities




San

% Department of Child Support Services
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I e g O Getting Ready for Your Court Hearing =

* Mandatory Meet & Confer
Process

. Phone
. Virtual

* Virtual Court Hearings (some
Departments)

* Pre-Court Reminders (text and
email)
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Two Weeks Before

File all your documents with the

Complete the court requirsd
Income and Expense
Declaration form. Mail or drop
off documents at the Court
Business O fils your
documents. View or expand
section below for detailed
instructions.
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©One Week Before

Pre-Court Mesting by Phens or
Videe (Required by Courl)
Merning court hearing mes

one week before the court date
Afternoon court hearing
meetings will be between 1 PM
-5 P one week before the
court date. Please make sure
DGSS has your current phone
e and email address.

Vi n
for detailed instructions

Two Weeks Before Court Hearing

One Week Before Court Hearing

Day of Court Hearing

Disability Assistance

Scanning Documents Using Your Mobile Phone

Process for Providing Ex Parte Notice to DCSS

Electronic Service on DCSS

as
n &AM - 12 PM

(& @)
o

Day of Court

Check your papervork to find
your court department number
Unable fo appear in person?
File the NOTICE OF REMOTE
APPEARANCE (RA-010) form
10 court day: re the

ring. View or expand sestion
w for defailed instructions.
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EN ESPARoOL
e Meet Now

Customer Connect

Child Support Information for
Employers

Forms

Resources for Justice-Involved
Families

Resources for Young Adults

High School Diploma Program




Customer/Stakeholder
Education




San
Diego

* Live ZOOM webinars with the Understanding Child Support
community (customers and Mar. 28. 2025
community) .

The Consulate General of Mexico in San Diego
and the San Diego County Department of Child
4:30 PM - 5:00 PM Support Services cordially invite the general

public to a Virtual Seminar®*.

° Facebook Live eve nts in - e . This event will provide valuable insights into the

:EEI : department's functions, processes, and

H H H b o procedures for obtaining court orders and
COIIa boratlon WIth the MeXIcan ey enforcing child support payments in the County.
Consulate EEYs c/soocssucisc




REACH OUT to me!
Andrea Cooley

(858) 650-6582



mailto:andrea.cooley@sdcounty.ca.gov
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