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Innovations in Customer Engagement



Program Overview



San 
Diego
San Diego Population / 2nd largest 
County in California / 5th largest County 
in the US

• 3.3M residents
• 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

• 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 – 
1pm

• LiveChat: Open 7:30am – 6pm
• Virtual Appointments and Instant 

Interviews: Open 7:30am – 5pm



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



Court Activities



San 
Diego
• Mandatory Meet & Confer 

Process

• Phone
• Virtual

• Virtual Court Hearings (some 
Departments)

• Pre-Court Reminders (text and 
email)



Customer/Stakeholder 
Education



San 
Diego
• Live ZOOM webinars with the 

community (customers and 
community)

• Facebook Live events in 
collaboration with the Mexican 
Consulate



Thank 
you!

REACH OUT to me!
Andrea Cooley

andrea.cooley@sdcounty.ca.gov
(858) 650-6582

mailto:andrea.cooley@sdcounty.ca.gov
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