(b.'."'
L.A. COUNTY DEPARTMENT OF PUBLIC SOCIAL SERVICES

ENHANCING CUSTOMER
ACCESS: The DPSS Mobile App

CWDA 2014 Conference
October 9, 2014

JosePerez@dpss.lacounty.gov




PSS
Background

 Emerging technology provided the opportunity to
Improve customer service by incorporating a
self-service component.

« The DPSS App builds on prior IT investments:

»DPSS Customer Service Center (CSC)
» Interactive Voice Response (IVR) System

» Electronic Document Management System
(EDMS)

»Your Benefits Now (YBN)
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Why a Mobile App?

e |tis not designed to mirror our YBN platform.
e Itis not designed to allow online applications.

* DPSS elected to focus on specific iIssues identified
as barriers to our customers:

» Document submission
» EBT account information

Data showed us not only that over 60% of our
customers are accessing YBN through their smart
phone’s web browser.
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* Users can log in one of two
ways:

»Using their established YBN
ID and YBN Password.

»Using their Customer ID and
PIN number.
¢

-

Logging In
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 Once logged in, the app will: ;{

Authentication

-

Review

» Check account availabllity,
and

Confirmation

| declare under penalty of perjury
under the laws of the United
States of America and the State of
> R e q u est th at th e u Se r ag re e California that the information
contained in this statement of
facts is true and correct, with full

to the User Agreement. e e e

subject to investigation and that
any false or dishonest answer to
any question may be grounds for

Submit
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e DPSS Mobile App allows
customers to: V=g

>V|eW real—tlme EBT - E EBT Information
Information.

Mobile App Options

i -

Semi Annual Report...
& Quaterly Reporting

» Allow electronic submission of
guarterly/semi-annual status
report verifications using the
phone camera.
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EBT Information

 The Mobile App displays:

e Available Balance
Transaction History
Status/Post Date
Transaction Amount
Merchant Information
Balance After Transaction

|- -
I

—
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Transac tion Amount : $68.00
Remaining Balance : $236.00
Date : 06/15/2014

Merchant Name : UNKNOWN
S ———— e S T e
Transaction Amount : $84.00

Remaining Balance : $320.00

Date : 06/02/2014




Electronic Submission of QR/SAR 7

*—v—v"
Documents

 The Mobile App allows electronic

submission of QR/SAR 7’s verification |

documents.

« The following verification documents
can be submitted by use of the cell
phone’s camera:

» Income

» Medical Costs

» Dependent Care
» Child Support

» Property

» Address Change
» Other

l

Logout QR7/SAR

Semi-Annual Report (SAR-7)

" Quarterly Status Report (QR7-LA)
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iPod = 10:57 AM

Logout Take a Photo

Quick Guide: Capturing

Verification Documents

Step |: Place Verification Document
on a Flat, Well-Lit Surface.

o

3. Upload the Images and Submit

o

ANA C FARMER v
Select Document Type v
P ne

Select Individual
v ARIYANA C FARMER
JAYDEN Lee FARMER

Steps to Submit a Document

1. Take a Photo By the Mobile Device’s Camera
2. Select the Individuals and Document Type

iPod

Logout

11:00 AM

Upload Grid
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 Mobile App launched on Apple in May 2013.
»QOver 4,000 downloads

Usage and Initial Numbers

|t launched on Google Play for Android users In
May 2014.

» Over 700 downloads

 Feedback from Community Partners has been
very positive
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e View current case status information

Upcoming Enhancements

* Incorporating an ATM locator into the app

 Enhance the document upload feature beyond
the status report structure and allow for any
request for additional information.
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o Early data is mostly qua

lenges

itative and not quantitative.

e Limited marketing — it can’t sell itself.

« Employee buy-in — if staff do not support it, we lose

momentum.

 Ensuring business needs leverage technology and
not letting the technology define the need.

 Must be part of a larger communication/service

enhancement plan.




2014 Digital Government Achievement
Award — Government-to-Citizen Local
Government Category

ISM 2014 Recognition Awardfor
Excellence in Human Services Technology
in the Application of New Technologies

NACo 2014 Achievement Award

2014 ASPA — Winston Crouch Award for
Inhovation in Government

2014 Productivity and Quality Awards —
Special Merit Plaque
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