
  
 

  
 

    
     

       
   

    

   
  

     
    

    
  

    
 

 
     

    
  

   
  

 
   

  
   

    
 

  
  

  
    

  
  

     
     

   
    

      
  

  
  

Using Digital Marketing to Increase Participation in the Child Support Program 

Grantee: California Department of Child Support Services 
Project Title: Digital Media Engagement for Spanish Speakers 
Project Site: San Diego County Department of Child Support Services (SDDCSS) 
Target Population: Spanish-speaking parents 
Planned Interventions: Social Media Marketing, Digital Flyer Campaign, LiveChat 

Project Summary 
Decreased child support program participation in recent years has created a need for innovative 
marketing efforts to expand knowledge of program benefits. To ensure enrollment is easy for 
participants, SDDCSS also seeks to provide convenient, customer-centered methods of enrollment. 
According to the 2018 U.S. Census Bureau’s survey, the percentage of Spanish-speaking single parent’s 
household living with child(ren) under 18 accounts within the total of households headed by a single 
parent with child(ren) under the age of 18 in San Diego County is 42%. By comparison, the percentage of 
San Diego County Department of Child Support Services case participants that identify Spanish as their 
primary language is 10%. The discrepancy between San Diego’s program-eligible, Spanish-speaking 
population and current representation of Spanish-speaking parents in the SDDCSS caseload presents a 
significant opportunity for enhanced outreach and enrollment among this population. SDDCSS will use 
digital marketing to increase participation in the child support program among the Spanish-speaking 
population. SDDCSS will create social media-based advertisements and videos targeting specific 
audiences by age, gender, parental status, and language. 

Project Approach 
For this project, SDDCSS will use a multi-staged approach centered on three unique digital marketing 
interventions. These interventions are designed to increase child support program awareness, 
effectively communicate the benefits of the program, and streamline digital enrollment for prospective 
participants. Providing targeted direct marketing to San Diego County’s Spanish-speaking population will 
support the underlying goal of increasing total caseload of Spanish-speaking participants. 

Intervention One: Social Media Marketing 
Description: SDDCSS does not currently engage with members of the public through any form of social 
media. Through this project, SDDCSS will create social media based advertisements and videos targeting 
specific audiences by age, gender, parental status, and language preferences. The advertisements will 
use content designed and created by staff — such as videos, images, and flyers in Spanish — using 
principles of behavioral economics to ensure that the messages are conveyed in a clear, concise, and 
practical manner. SDDCSS will target advertisements to social media users matching specific target 
audience specifications or with an internet search history related to government assistance programs, 
child support services, and general parenting topics. Each advertisement will link to the SDDCSS 
webpage. 
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http://www.childsup.ca.gov/
http://www.childsup.ca.gov/
https://www.sandiegocounty.gov/dcss/
https://www.sandiegocounty.gov/dcss/


  
 

  
   

  
    

   
 

  
   

  
      

   
  

     
    

  
   

     
   

   
 

  

 
    

   
     
   

     
 

  
  

  
   

  
    

    
   

Evaluation Plan Highlights: SDDCSS will use social media data reporting tools to determine the 
effectiveness of social media advertisements. We will collect data monthly to be use for program 
evaluation and revision. Reporting tools will allow SDDCSS to identify the number of viewers reached 
and user demographics. SDDCSS will also measure the percentage of users who take a desired action on 
the SDDCSS website through improved analytics. 

Intervention Two: Digital Flyer Campaign 
Description: For this intervention, SDDCSS will provide digital flyers to the parents of children attending 
San Diego County schools via school email distribution lists. The specific target population is families 
who may benefit from child support services, but are unaware of the program, are unsure of the process 
for obtaining services, or are hesitant to seek assistance from a government agency. The focus of 
emailing efforts will be to local schools that have the highest rates of Spanish-speaking families. Efforts 
will also be made to identify schools with the highest rates of poverty based on the number of students 
that qualify for free or reduced lunch in each school. 

Evaluation Plan Highlights: SDDCSS will track the performance of each school using the following email 
metrics: sends, approval rate, and open rate. These metrics will provide insight into which topics 
generate the greatest response from the targeted audience. Additionally, a link to the SDDCSS website 
will be included on the digital flyers and website traffic will be used to determine the effectiveness of 
this campaign. 

Intervention Three: LiveChat 
Description: SDDCSS will implement a live chat feature on their website, enabling existing and 
prospective customers to communicate with staff in real-time from a web-connected device. 
Prospective participants will be able to ask questions and address concerns prior to, during, and after 
the application process. LiveChat is intended to assist prospective participants who have been directed 
to the SDDCSS website via a social media advertisement or email notification with completing the online 
application for child support. 

Evaluation Plan Highlights: Customer service effectiveness and satisfaction will be measured using the 
following metrics: total chats, chat satisfaction, chat duration, response times, agent activities, chat 
surveys, and the outcome of the chat. To identify the average LiveChat user, SDDCSS will segment the 
target audience for Facebook paid advertisements to promote LiveChat. Age, region, and preferred 
language will be used to determine these target audiences. Additionally, SDDCSS will evaluate to 
determine if the LiveChat feature on its website has increased the bounce rate from the website, traffic 
to the website, and the number of cases by Spanish-speaking customers. 

2 | M a  y  2 0 2 0  


	Project Summary
	Project Approach
	Intervention One: Social Media Marketing
	Intervention Two: Digital Flyer Campaign
	Intervention Three: LiveChat




Accessibility Report


		Filename: 

		ca_sandiego_county_dm.pdf




		Report created by: 

		

		Organization: 

		




[Enter personal and organization information through the Preferences > Identity dialog.]


Summary


The checker found no problems in this document.


		Needs manual check: 2

		Passed manually: 0

		Failed manually: 0

		Skipped: 1

		Passed: 29

		Failed: 0




Detailed Report


		Document



		Rule Name		Status		Description

		Accessibility permission flag		Passed		Accessibility permission flag must be set

		Image-only PDF		Passed		Document is not image-only PDF

		Tagged PDF		Passed		Document is tagged PDF

		Logical Reading Order		Needs manual check		Document structure provides a logical reading order

		Primary language		Passed		Text language is specified

		Title		Passed		Document title is showing in title bar

		Bookmarks		Passed		Bookmarks are present in large documents

		Color contrast		Needs manual check		Document has appropriate color contrast

		Page Content



		Rule Name		Status		Description

		Tagged content		Passed		All page content is tagged

		Tagged annotations		Passed		All annotations are tagged

		Tab order		Passed		Tab order is consistent with structure order

		Character encoding		Passed		Reliable character encoding is provided

		Tagged multimedia		Passed		All multimedia objects are tagged

		Screen flicker		Passed		Page will not cause screen flicker

		Scripts		Passed		No inaccessible scripts

		Timed responses		Passed		Page does not require timed responses

		Navigation links		Passed		Navigation links are not repetitive

		Forms



		Rule Name		Status		Description

		Tagged form fields		Passed		All form fields are tagged

		Field descriptions		Passed		All form fields have description

		Alternate Text



		Rule Name		Status		Description

		Figures alternate text		Passed		Figures require alternate text

		Nested alternate text		Passed		Alternate text that will never be read

		Associated with content		Passed		Alternate text must be associated with some content

		Hides annotation		Passed		Alternate text should not hide annotation

		Other elements alternate text		Passed		Other elements that require alternate text

		Tables



		Rule Name		Status		Description

		Rows		Passed		TR must be a child of Table, THead, TBody, or TFoot

		TH and TD		Passed		TH and TD must be children of TR

		Headers		Passed		Tables should have headers

		Regularity		Passed		Tables must contain the same number of columns in each row and rows in each column

		Summary		Skipped		Tables must have a summary

		Lists



		Rule Name		Status		Description

		List items		Passed		LI must be a child of L

		Lbl and LBody		Passed		Lbl and LBody must be children of LI

		Headings



		Rule Name		Status		Description

		Appropriate nesting		Passed		Appropriate nesting






Back to Top


