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Quality and Productivity Commission
28™ Annual Productivity and Quality Awards Program
“Los Angeles County: Ahead of the Curve”

2014 APPLICATION

Title of Project (Limited to 50 characters, including spaces, using Arial 12 point font):

NAME OF PROJECT: CONSOLIDATED COUNSELING 4 BETTER CUSTOMER SERVICE

MAY 1, 2012

(Must have been implemented at least one year - on or before June 30, 2013)

DATE OF IMPLEMENTATION/ADOPTION:

PROJECT STATUS: X Ongoing One-time only
HAS YOUR DEPARTMENT PREVIOUSLY
SUBMITTED THIS PROJECT? Yes X __No

EXECUTIVE SUMMARY: Describe the project in 15 lines or less using Arial 12 point font. Summarize the problem, solution, and
benefits of the project in a clear and direct manner.

Approximately 200,000 people come to the Department of Consumer Affairs each year
looking for assistance with consumer issues. These consumers are seeking help with
issues such as avoiding foreclosure, identity theft, landlord/tenant disputes, consumer |
purchases, and real estate fraud. In the past, Consumer Affairs had a decentralized
counseling structure with 5 different sets of counseling sections providing information to
the public in different subject matter areas. Some of the counseling sections had
sophisticated training with automated systems to help them serve the public more
effectively. Other sections relied on a small team of individuals who were not always
available throughout the day to answer incoming calls and walk-ins because of other
responsibilities. In 2012, the Department brought together the counseling resources
into a new Consolidated Counseling structure that centralized counseling operations
into a single unit. Counselors received new training and worked together to support
each other provide exceptional customer service. The consolidation allowed the
department to help more people, more reliably, with an increased quality of the
information being provided. It was definitely a change for the better.

. (1) 2 (3) N+@)+@B)= SERVICE
ACTUAL/ESTIMATED ACTUAL/ESTIMATED ACTUAL/ESTIMATED ToOTAL ANNUAL ENHANCEMENT
ANNUAL CosT ANNUAL COST SAVINGS ANNUAL REVENUE ACTUAL/ESTIMATED PROJECT
AVOIDANCE BENEFIT
$ $ $ $ X
ANNUAL = 12 MONTHS ONLY
SUBMITTING DEPARTMENT NAME AND COMPLETE ADDRESS TELEPHONE NUMBER
Department of Consumer Affairs (213) 974-9750
500 W. Temple St. Rodom B-96
Los Angeles, CA 90012
PROGRAM MANAGER’S NAME TELEPHONE NUMBER
Maritza Gutierrez (213) 974-9415
EmMAIL
mgutierrez@dca.lacounty.gov
PRODUCTIVITY MANAGER’S NAME AND SIGNATURE DATE TELEPHONE NUMBER
(PLEASE CALL {213) 893-0322 IF YOU DO NOT KNOW YOUR PRODUCTIVITY MANAGER’S NAME) .
Kirk Shelton 7/15/14 (213) 974-4615
kshelton@dca.lacounty.gov
DEPARTMENT HEAD’S NAME AND SIGNATURE DATE TELEPHONE NUMBER
Brian J. 7/15/14 (213) 974-9750
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COST AVOIDANCE, COST SAVINGS, AND REVENUE GENERATED (ESTIMATED BENEFIT): If you are claiming

cost benefits, include a calculation on this page. You must include an explanation of the County cost
savings, cost avoidance or new revenue that matches the numbers in the box. Remember to keep
your supporting documentation.

Cost Avoidance: Costs that are eliminated or not incurred as a result of program outcomes.

Cost Savings: A reduction or lessening of expenditures as a result of program outcomes.

Revenue: Increases in existing revenue streams or new revenue sources to the County as a resuit of program outcomes.

(1)
ACTUAL/ESTIMATED
ANNUAL Cost
AVOIDANCE

$

(2)
- ACTUAL/ESTIMATED
ANNUAL CoST SAVINGS

3)
ACTUAL/ESTIMATED
ANNUAL REVENUE

(M+@2)+@)
TOTAL ANNUAL
ACTUAL/ESTIMATED
BENEFIT

$

SERVICE
ENHANCEMENT
PROJECT

X

ANNUAL= 12 MONTHS ONLY

There was no cost savings associated with this project. The realignment of staff
allowed the DCA to function more productively, help more consumers, and provide
better customer service.
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