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“In as few as 50 years, there may be no majority race in our nation. Thisrich
and growing diversity should be a source of great pride and strength as we
enter the new millennium.... We must make sure that our federal, state and
local governments, our public schools, our health care system, and our
courts deal fairly with all people and provide equal opportunities for every
American to participate fully in our society. We must also reach out to our
neighbors and co-workers of other races or ethnicities, for itis only in getting
to know one another that we will realize that what unites us is far stronger
than what divides us.”

Council of Economic Advisors for the President’s Initiative on Race. Preface to Changing
America: Indicators of Social and Economic Well-Being by Race and Hispanic Origin. 1998:
pp. iii




ErrecTivE CUSTOMER SERVICE

A New Communications Guide

This technical assistance Guide is designed to meet the Office of Child
Support Enforcement’s (OCSE) mission to improve the lives of children,
their parents and their caretakers, while respecting the diversity that
enriches the United States. It provides to the nation’s child support
community new information about Hispanic/Latino customers and child
support enforcement.

This Guide also introduces new management approaches to providing
effective customer service to, and information dissemination strategies
for, Hispanic/Latino families—one of the fastest growing segments of the
US population. Recently reported Census population patterns show that
Hispanics/Latinos are concentrated in 10 States and many metropolitan
areas, rather than constituting a fixed population pattern of 10 percent
across the country.

With US Census data indicating that there are over 1.2 million custodial
parents of Hispanic/Latino origin—and that child support collection rates
are 35 percent for Hispanic/Latino mothers in contrast to 64 percent for
White mothers'—the national Office of Child Support Enforcement is
employing a marketing approach to Hispanic/Latino customer service
and customer satisfaction. Effective marketing means knowing about
Hispanic/Latino child support customers—where they live across the
country and how to communicate with them.

1. The Internet. Minority Women's Health Publication. US Census Bureau Report, 1996




Each section of the Guide provides decisionmakers with current and
reliable information which they can use to develop formal policies and
procedures for serving Hispanic/Latino customers. For example,
partnering with valuable local sources of knowledge and expertise—
Hispanic/Latino national and community-based organizations (CBOs)—
to plan outreach and services is a direction proposed for child support
enforcement (CSE) agencies.

Information for assessing where targeted child support outreach and
services may be needed in key Hispanic/Latino communities is provided.
Demographic and other data are included so child support agencies can
ascertain where bilingual communications and services may be needed
atkey points of contact with this important part of the CSE customer base.

The information presented here is a basis for informed discussion about
Hispanic/Latino customer service. A comprehensive picture of the US
Hispanic/Latino population, in 22 states and metropolitan areas with
larger percentages of Hispanic/Latino residents than the national average,
is featured in an at-a-glance section entitled Key State Profiles: Hispanics/
Latinos in 50 Metropolitan Areas. Other sections take a look at Hispanic/
Latino child support collections, and at Best Practices, in States such as
Texas, New Mexico and New York, as well as strategies for outreach and

service to Hispanic/Latino customers. Reference materials and guidelines
for selecting which media (print, radio, television) to use and how to
structure culturally appropriate messages are discussed.

In summary, this is a tool to help key States and localities plan for:

X/

X3 What might be expected in terms of Hispanic/Latino case loads
based on State and local demographics on Hispanics/Latinos.
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<> The cultural considerations that may need to be taken into
account.

<> The Spanish-language needs in a particular metropolitan area.

5w Assisting CSE staff to serve Hispanic/Latino families.

<> Who to call to get questions answered and where to get advice

about outreach and services to Hispanics/Latinos.

o Outreach, developing effective communication strategies, when
to provide information in Spanish and to whom.

o Providing resources to CSE staff such as Spanish-language
materials and videos, interpreters, etc.

X/

<> Use of Hispanic/Latino media to effectively achieve CSE goals.

11



Planned Customer Service

Through National Performance Review directives Federally-funded
agencies are being encouraged to move toward planned customer
service. Customer service is an important part of the Child Support
Enforcement Strategic Plan.

Employing basic principles for effective customer service—planning for
communications with and information for Hispanics/Latinos, and
providing basic CSE services—will help their children and will also
achieve child support enforcement goals.

The emphasis is to structure Hispanic/Latino customer service using the
current data provided in this Guide for child support program
management in States with large numbers of Hispanic/Latino residents.

Formalizing policies and procedures for serving Hispanic/Latino
customers will also help to support agencies’ compliance with Title VI of
the Civil Rights Act requirement for serving limited English proficiency
persons.?

2. Title VI of the Civil Rights Act of 1964. Prohibition Against National Origin Discrimination—
Persons with Limited English Proficiency. 1998
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OCSE Hispanic/Latino Plan Objectives

The HHS Office of Child Support Enforcement initiated three multi-year
Hispanic/Latino customer service objectives in 1996: 3

% To Inform OCSE Policymakers About Hispanic/
Latino Customers

This Guide is one of the outcomes of this objective. It provides information
about Hispanic/Latino child support enforcement customers. It presents
current market data and qualitative research undertaken with Hispanic/
Latino community leaders and custodial and non-custodial parents in key
States. Its purpose is to assist in developing child support customer service
policy and operational decisions for serving Hispanic/Latino customers
based on reliable and local information.

The information in this Guide supports CSE agencies that receive financial
assistance to meet Federal requirements for communicating with,
ensuring access to, and serving, limited English proficiency persons. It
proposes formalizing Hispanic/Latino customer service policies and
procedures at key points of contact with Hispanic/Latino families, to
support CSE staff and to achieve CSE goals.

% To Support Effective OCSE Services Information
Dissemination to Hispanic/Latino Families

OCSE qualitative studies, conducted in 1997 and 1998, corroborate that
there are information and service gaps, in key Hispanic/Latino
communities, for custodial parents. They need basic information about

3. Department of Health and Human Services. The Secretary’s Hispanic Agenda for Action. 1996

13



child support enforcement laws and provisions; new child support
Welfare Reform requirements and services; and how to access CSE
services.

Non-custodial Hispanic/Latino parents need information about access
and visitation. Hispanic/Latino community leaders believe that some
non-custodial parents who are legal residents, and want to meet their
financial obligations hesitate to, because they fear that child support
enforcement will create immigration issues.*

Latino community leaders zeroed in on the need for culturally relevant
Spanish and English-language child support enforcement materials.
Their availability is considered critical in light of new CSE requirements.
Bilingual staff or interpreters are also needed in some localities. To ensure
that child support messages for Hispanics/Latinos are understood, an
understanding of language and cultural factors by CSE principals is
important and needs to be taken into account.

This Guide provides the national child support community with an
overview of the Hispanic/Latino population nationally and pinpoints key
States and localities where they live. It discusses approaches to consider
to develop culturally competent customer service to meet child support
needs in Hispanic/Latino communities. It describes misperceptions that
may be barriers to effective Hispanic/Latino customer service, and
proposes information dissemination using the Hispanic/Latino media.

%  To Partner with Hispanic/Latino National and
Community-Based Organizations

Latino community leaders who participated in focus groups across the
country confirmed that they would welcome forming partnerships

4. HMA Associates. Communicating with Latino Customers: A Qualitative Sudy Among
Hispanic/Latino Community Leaders in Washington DC, New York NY, Miami FL, Los Angeles
CA, San Antonio TX About Child Support Enforcement. 1998
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around child support goals. In key areas, this would assist the nation’s
child support community to know local Hispanic/Latino customer child
support services needs, and ascertain how best to disseminate child
support enforcement information. Hispanic/Latino CBO leaders report
that they do not receive child support information in English or Spanish.®

Jointoutreach and information planning with Hispanic/Latino experts who
are with Hispanic/Latino National and Community-based organizations
can be very effective. In Hispanic/Latino communities, child support
agencies need to increase community awareness about their offices, child
support services, and how they help communities.

Hispanic/Latino community leaders recommended that community
Advisory Groups be considered to launch Hispanic/Latino outreach
efforts. Advisory groups and Hispanic/Latino CBOs could help organize
meetings for Hispanics/Latinos parents about the child support offices and
the services they provide to the community.

5. ibid
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Hispanic/Latino Customer Needs

Customers are the people we are paid to help and the reason we exist.®
There is an encouraging shift to formalizing customer service in the Child
Support Enforcement network. Important program outcomes can be
achieved by structuring customer service.

Within such a structure, the policies and procedures for providing
information to and serving Hispanic/Latino customers at key points of
contact, need to be well articulated in an agency’s customer service plan.
Articulating such policies and procedures assists managers, caseworkers,
intake workers, child support field staff, and outreach staff to know, or
learn, how to communicate with, and help Hispanic/Latino clients that
may need information in Spanish.

Designing Spanish and English-language child support materials for
Hispanic/Latino customers is a challenge that must be met. Adapting
English-language materials into Spanish is more effective than literal
translations that do not impart intended information. At key points of
contact with Hispanic/Latino customers in certain localities, bilingual staff
or interpreters may also be needed. Agencies must assess the need and
plan for this type of assistance to Hispanic/Latino parents.

Agency training for caseworkers and other staff about policies and
procedures for serving Hispanic/Latino customers is very important.
Research indicates that child support information that can be understood
is needed by Hispanic/Latino parents, that dissemination of this
information is crucial, that key points of contact need to be identified, and
that procedures for providing services to Spanish-speaking persons need
to be established.” The basic plan for providing effective Hispanic/Latino
customer service must articulate the types of technical assistance available
to CSE staff who work with Hispanic/Latino customers.

6. Norma Warner. 8th National Child Support Enforcement Training Conference. Employer Relations
Solutions. 1998
7. HMA Associates. Communicating with Latino Customers..., 1998
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Hispanic/Latino Child Support Collections

There are an estimated two million Hispanic/Latino child support cases
in the nation, more or less 10 percent of the national case load.

Demographics indicate however, that 72 percent of Hispanics/Latinos
(77 percent of the children) are concentrated in five states, and almost 90
percentreside in just 10 states.? Using these percentages to calculate the
number of Hispanic/Latino caseloads in these States (72 percent x 2
million), there may be roughly 1.44 million Hispanic/Latino cases in just
five States, and approximately 1.8 million cases (90 percent x 2 million)
in 10 States.

With Hispanics/Latinos as the fastest growing segment of the population,
customer service planning must be based on current Hispanic/Latino
population data. The national average of 10 percent does not provide an
accurate basis for planning in all States.

Current Hispanic/Latino population and other data are provided in
Section 2, The CSE Hispanic/Latino Customer Base of this Guide.

In certain key States, population data indicate that Hispanic/Latino
customer service should be approached as a significant part of child
support local program operations.

In States and cities with large numbers of Hispanic/Latino residents, the
total number of child support cases contrasted with the number of
Hispanic/Latino households in the State or metropolitan areas can
provide useful planning figures.

With the US Census projecting a substantial increase in the Hispanic/
Latino population over the next few years and even further into the future,

8. The University of Michigan School of Socia Work and the National Latino Child Welfare
Advocacy Group. Latinos and Child Welfare/Latinos y €l Bienestar del Nifio—Voces de la
Comunidad. 1996
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key States and cities need to evaluate and articulate in customer service
plans, the child support information needs of this population, and policy
and procedures for informing and serving Hispanics/Latinos.

The Census Bureau reported that the child support collection rate is a little
over half for Hispanic/Latino mothers, 35 percent, of the rate for White,
non-Hispanic mothers, which is 64 percent.’

Local assessments of the factors involved in the low Hispanic/Latino
collection rates, and whether the percentage is higher or lower in certain
States and metropolitan areas, will yield valuable information upon
which to design Hispanic/Latino customer service strategies to increase
collections. The assessments may reveal that there are specific factors that
can be resolved in some places to improve collection rates.

Census Bureau statistics show that Hispanic/Latino males have a higher
labor force rate of participation compared to other males, and that they
and Hispanic/Latino women, often have more than one job.™

Focus group findings indicate that Hispanic/Latino parents do not receive
information about child support enforcement, that there are
misunderstandings about child support, and that Hispanic/Latino
community-based organizations do not receive CSE information, in
Spanish or English." Such factors can affect collection rates, and also
locating parents, paternity establishment, and establishing and enforcing
supportorders.

Partnering with Hispanic/Latino community-based organizations to
determine what information assistance the Hispanic/Latino community
needs, and to address other CSE related issues, can provide child support
agencies with a better understanding of how to serve Hispanic/Latino
families.

9. Internet. Minority Women's Health Publication..., 1996

10. US Bureau of the Census and the National Association of Hispanic Publications. A Special
Report: Hispanics—Latinos, Diverse People in a Multicultural Society. 1995

11. HMA Associates. Communicating with Latino Customers..., 1998
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X BEST PRACTICES

OUTREACH IN TExAS

In 1996, the Child Support Division in Texas set a new customer service
direction. Coupled with a Federal waiver for an integrated State child support
system, the new management approach was designed to effectively address
legislative initiatives and customer service issues.'?

In Texas’ Region 8, El Paso has a Hispanic/Latino population of 74.5 percent.
In the last fiscal year, outreach staff made 25 presentations in Spanish about
child support. The audiences were Head Start and Migrant program
participants, residents of the colonias, WIC program participants, and
Hispanic/Latino customers of other Federal programs.

Through its Child Support Advisory Board, El Paso developed Project Care, a
community network which provides financial assistance to families in
emergencies, such as when child support payments were interrupted due to
the implementation of the new computer system.

Eligible families that depend on their child support payments for their basic
needs are referred to General Assistance for financial assistance or to Project
CARE. It provides financial assistance such as utility deposits or payments,
rent, rent deposits, medication, furniture, clothing and other needs.

The Child Support Volunteer Program provides bilingual volunteers. In
Austin, Hispanic/Latino volunteers contributed service to two child support
offices during the past year. They also learned job skills while donating help
to child support staff. Seven JTPA (Job Training Partnership Act) students and
six college and business school interns were placed during the 1998 State
fiscal year.

During the same year, Child Support Volunteer Program staff reached out to
over 16,000 Hispanics/Latinos through exhibits, conference workshops, and
other presentations. The audiences varied from Hispanic/Latino parents with
troubled teens, to migrant workers, young people in schools and Upward
Bound programs, the Lions Club, the Hispanic/Latino Chamber of Commerce,
and the Hispanic/Latino Women’s Leadership Conference.

12. The Texas Attorney General’s Office. Division of Child Support. Hispanic Qutreach in the
Texas Child Support Volunteer Program. 1998
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THe CSE HispaNIC/LATINO
CuUSTOMER BASE

Where Hispanics/Latinos Live

Hispanics/Latinos are the fastest growing population in the US. The US
Census Bureau in A Special Report: Hispanic-Latinos, Diverse People in
aMulticultural Society says that within the next decade, Hispanics/Latinos
will comprise 13.6 percent of the US population. They will be the largest
ethnic population.?

The Hispanic/Latino population has had a steady growth within the last 18
years. Since 1980, a 15.9 percent increase has occurred in the total US
Hispanic/Latino population. In 1998, California alone was home to 10
million Hispanics/Latinos and Texas was home to more than five million
Hispanics/Latinos. Other states with large concentration of Hispanics/
Latinos are New York with 3.6 million; Florida with two million; and
Arizona comprising a little over one million Hispanics/Latinos.

Hispanic/Latinos live in every state. However, more than 60 percent of
them reside in 10 metro areas: Los Angeles, New York, Miami, San
Francisco, Chicago, Houston, San Antonio, McAllen/Brownsville,
Dallas/Fort Worth, and San Diego. The top three metro areas alone (Los
Angeles, New York and Miami) comprise 37.4 percent (11.4 million) of
the total US Hispanic/Latino population.

Section 6, Key State Profiles on page 69 of this Guide, provides extensive
information on the top 50 metropolitan areas. According to Strategy
Research Corporation, these 50 metropolitan areas comprise

approximately 92 percent of the total US Hispanic/Latino population. In
several of these metropolitan areas, Hispanics/Latinos represent a large
portion of the total metropolitan population.

13. Strategy Research Corporation. 1998 US Hispanic Market. 1998
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Described as top Hispanic/Latino markets, the large percentage of
Hispanics/Latinos in these cities has revelance for designing customer
service strategies for outreach, for information dissemination, and for
providing child support services.

Up-to-date data is provided in this Guide for State and local policymakers
and customer service experts to move toward a structured and planned
approach to Hispanic/Latino customer service.

A July 1998 Census Bureau Report states that there are 10.5 million
Hispanic/Latino children under the age of 18. Almost three quarters of
them live in five of the Big Eight Initiative States.

The Percentage of Hispanic/Latino Children
Under 18 in Five States

o lllin ois
Florida

Hew York Th
11%

5%

Source: US Census Bureau, 1998

Figure 1
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The six State—California, Florida, lllinois, Michigan, New York and Texas—
Latino child population by ethnicity in KIDS COUNT “Data on Asian, Native
American, and Hispanic/Latino Children: Findings from the 1990 Census”
is reported in “Voces de la Comunidad” as shown in figure 2.

Hispanic/Latino Child Population by
Ethnicity in Six States

Soruth Litan Dom inican

1.1040

Am s rican
1.704

Am arican
3.0 oa

Other
5.6 0f

Central

Am s rican
5.4 Oh

Fum rto
Eican
.3 04

Source: US Census Bureau, 1990

Figure 2

14. University of Michigan and the National Latino Child Welfare Advocacy Group. Latinos and
Child Welfare/Latinos y el Bienestar del Nifio Voces de la Comunidad. 1996
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New Use for Market Data

The market data in the following charts present a more comprehensive
picture of where Hispanics/Latinos live in 10 States and the Washington
DC area: Arizona, California, Colorado, Florida, lllinois, Massachusetts,
New Mexico, New York, Pennsylvania, and Texas."

They are presented here as analysis data that can be used to project the
impact these data may have on planning child support enforcement
caseload management, what they may mean in terms of planning
Hispanic/Latino outreach, and for ascertaining the need for Spanish-
language materials and bilingual staff or interpreters.

These data can also be used as a basis for developing policies and
procedures that may be necessary for serving Hispanic/Latino customers
at key points of contact in the child support system.

Each chart shows the percentage of Hispanics/Latinos in key
metropolitan areas; then the population in the metropolitan areas, the
number of Hispanic/Latino households, and the national market rank in
the US.

Section 2, The CSE Hispanic/Latino Customer Base, on page 21 provides
other data that can be used to compute the approximate number of
Hispanic/Latino child support cases in a State or city.

15. Strategy Research Corporation. 1998 US Hispanic Market. 1998
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|
Arizona
Phoenix 18.7% 668,000 185,800 12
Tucson 30.4 % 305,400 88,600 21
El Centro-Yuma 62.6% 163,700 40,500 31
California

Los Angeles 38.7% 6,325,900 1,556,900 1
San Francisco 18.4% 1,243,000 340,700 4
San Diego 25.3% 706,400 172,500 10
Fresno 41.6% 680,000 166,800 11
Sacramento 17.9% 612,300 164,400 15
Salinas 35.6% 245,900 54,600 24
Bakersfield 32.2% 196,000 47,700 26
Santa Barbara-

Santa Maria-

San Luis Obispo 27.0% 172,900 41,000 29
Palm Springs 32.4% 123,700 32,000 39
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Colorado
Denver 13% 398,000 120,900 16
Colorado
Springs 17.5% 128,300 40,900 37

District of Columbia / Maryland / Virginia

Washington DC 6.4% 360,600 104,000 18
Florida

Miami 38.1% 1,422,600 491,000 3

Tampa 7.8 % 279,900 89,200 22

Orlando 8.3% 231,500 70,600 25

West Palm 9.1% 132,800 38,500 36

Beach
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Primero

Ilinois

METROPOLITAN PERCENTAGE HISPANIC/LATINO HISPANIC/LATINO MARKET RANK BY

AREA OFHISPANICS POPULATION HOUSEHOLDS POPULATION Primero IOS N iﬁO,
Chicago 12.7% 1,198,300 312,400 5

Primero los Nin
Massachusetts

METROPOLITAN PERCENTAGE HISPANIC/LATINO HISPANIC/LATINO MARKET RANK BY

AREA OF HISPANICS POPULATION HOUSEHOLDS POPULATION
Boston 5.3% 318,100 91,100 20
Springfield 9.7% 64,300 18,500 50 Primeéro los’Nino

New Mexico

METROPOLITAN PERCENTAGE HISPANIC/LATINO HISPANIC/LATINO MARKET RANK BY

AREA OF HISPANICS POPULATION HOUSEHOLDS POPULATION

Albuquerque 38.4% 656,300 208,300 14

C 't

New York

METROPOLITAN PERCENTAGE HISPANIC/LATINO HISPANIC/LATINO MARKET RANK BY

AREA OF HISPANICS POPULATION HOUSEHOLDS POPULATION

New York 18.1% 3,645,100 1,125,300 2 Primero los Nific
City

Primero los Nifc
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I
Pennsylvania
Philadelphia 5% 390,200 110,100 17
Texas

Houston 24.2% 1,141,000 304,700 6

San Antonio 51.6% 1,064,700 300,900 7

McAllen/ 89.5% 823,700 202,900 8

Brownsville

Dallas 14.9% 786,900 211,100 9

El Paso 74.5% 667,200 177,900 13

Corpus Christi 58.7% 346,400 98,000 19

Austin 22.9% 275,700 80,700 23

Laredo 98.4% 193,400 49,600 27

Odessa- 36.6% 146,400 39,500 33

Midland

Lubbock 32.6% 127,200 33,400 38

Waco-Temple 14.7% 116,300 31,300 40

Amarillo 20.6% 100,200 27,000 44
Section 2, The CSE Hispanic/Latino Customer Base, on page 21 also shows
the Composition of the Hispanic/Latino Population which will assist in
analyzing the need for Spanish-language or bilingual materials and
interpreters.
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Translating Child Support Information

into Spanish

Literal translation of child support information from English into Spanish will
not convey the information intended. Care must be taken to adapt English-
language materials into Spanish so that they can be understood by the intended
reader. This is particularly true for child support terminology.

Decisions on how CSE terminology is to be translated are a first step. The terms
should be “tested” with Hispanics/Latinos. CSE acronyms should not be
translated even if what they represent is translated.

The reason is that Hispanic/Latino customers would not be able to locate them.
This is also true of the names of Child Support Enforcement Offices. They should
also be provided in English as they do not exist in Spanish.

It is prudent to have a number of Hispanics/Latinos review draft Spanish-
language materials, even when they have been professionally translated, to
ensure that they are understood. Assistance in adapting information into Spanish
is available through several sources — the national and community-based
Hispanic/Latino organizations, professional Hispanic/Latino communications
firms, and the media themselves.

Depending on the area of the country, the Northeast, the Southwest, the West
or the Midwest, there may be variations in the Spanish terminology used
depending on whether the customers are primarily Mexican American, Puerto
Rican, Cuban American, or Central and South American.

29




The Department of Health and Human Services defines cultural competency
as a set of behaviors, attitudes and policies that come together in a system,
agency or program or among individuals, enabling them to function effectively
in diverse cultural interactions and settings. It promotes an understanding of
cultural differences and similarities within, among and between groups.
Cultural competence is a goal which all systems, agencies, programs and
individuals continually aspire to achieve.

Department of Health and Human Resources. Office of Minority Health Survey on Cultural
Competence. 1998
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Overview of the Hispanic/Latino Baseline

Today, Hispanics/Latinos are well established in American society. They
have established social infrastructures through which customs and values
are preserved and are transmitted to future generations.

The Challenges Faced

However, Hispanics/Latinos in the United States face a number of
common challenges. Asawhole, the group is younger than average, has
a higher birth rate than average, and experiences higher levels of poverty
than the US population as a whole.

Over 25 percent live below the poverty level. Many of the foreign-born
Hispanics/Latinos face a host of cultural, economic, and linguistic barriers
which make surviving and thriving in the US a challenge. These barriers
do not disappear as families settle, adapt, and assimilate. United States
born Hispanics/Latinos also face prejudice, discrimination, and other
social problems that are connected to their minority status.'

A Diverse People

Though commonly described as a single ethnic minority group,
Hispanics/Latinos in the US are extremely diverse. They represent a
spectrum of ethnicities, cultural values and beliefs, and socioeconomic
conditions. “This diversity makes it tremendously difficult to describe
accurately the needs and concerns of Hispanics/Latinos as a whole,
posing challenges to researchers, practitioners and policymakers.” 7

Researchers, for example, have noted many problems with emphasizing
group culture, such as making inaccurate or biased assumptions,
stereotyping, and precluding flexible and open-minded attitudes.'

16. Harvard Family Research Project. Supporting Latino Families: Lessons from Exemplary
Programs, Volume 1. 1996

17. ibid

18. ibid
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The US Census and the National Association of Hispanic/Latino
Publications Report, Hispanics-Latinos: Diverse People in a Multicultural
Society, states that 62 percent of the Hispanics/Latinos in the country are

US born. Many are multigeneration Americans, and some have ancestors
that predate the nation’s birth. Others are more recent arrivals to the
United States.

The other 38 percent are from Mexico and Central and South American
countries, and almost all are legal immigrants. The number of
undocumented immigrants in the United States is described in “Hispanics-
Latinos” as a matter of conjecture and controversy leading to a wide range
of estimates, and many misunderstandings.

“Hispanics-Latinos” reports the number of undocumented persons in the
United States in 1994 as approximately four million. Also that about 64
to 75 percent of the undocumented persons may be of Hispanic/Latino
origin. This computes to between 2.5 to three million, or about 10 percent
of the total Hispanic/Latino population of 27 million. Dividing four
persons per household into a three million Hispanic/Latino figure, the
number of families that might be undocumented would be about
750,000.

There are no published data that indicate that undocumented Hispanic/
Latino parents seek or receive child support services. Qualitative research
indicates however, that legal immigrants say they are intimidated about
their status when they seek services, or are asked questions about their
status, and therefore become fearful of government services, or of
complying with their support obligations. Almost all focus group
participants could recall a time when they were perceived as if they were
undocumented persons.™

19. HMA Associates. Communicating with Latino Customers: A Qualitative Study Among Hispanic/
Latino Community Leaders in Washington DC, New York NY, Miami FL, Los Angeles CA, San
Antonio TX About Child Support Enforcement. 1998
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“Mexican Americans, Puerto Ricans, and Cuban Americans comprise
almost 80 percent of all Hispanics/Latinos, but the differences in
socioeconomic status, education level, and geographic locations of the
three groups make each distinct. For example, Puerto Ricans in the US
reside in northeastern cities...”? The US Cuban population resides in the
southeastern part of the US. Mexican Americans primarily reside in
southwestern states—Texas, Arizona, New Mexico and California.

National and Community-Based Organizations

There are more than 300 national Hispanic/Latino organizations in the
United States. They and their community-based affiliates provide
leadership and a wide range of services to Hispanics/Latinos across the
country.

Their national and local expertise about Hispanic/Latino communities,
families, and strategies should be sought. Partnering with some of them
would provide child support agencies nationally, and at State and local
levels, with helpful insights. Some could serve as valuable information
conduits into Hispanic/Latino communities and their families.

The national organizations have over 800 state, regional and national
chapters across the nation. There are also approximately 450 colleges
and universities designated as Hispanic/Latino serving institutions.
Contacting them can provide child support enforcement agencies with
data, a working knowledge of, and strategic expertise about Hispanics/
Latinos in their communities.

Over 8,000 Hispanic/Latino community-based organizations are listed by

State in the Anuario Hispano, an annual Hispanic/Latino yearbook.?' See
Appendix 3, Sources on page 185.

20. Harvard Family Research Project..., 1996
21. TIYM Publishing Company. Anuario Hispano/Hispanic Yearbook. 1998
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Your Hispanic/Latino Customer

The Federal Office of Child Support Enforcement is providing general
Census data, market, and study findings in this Guide to fill the
demographic and cultural information gaps that exist so they can be used
to establish Hispanic/Latino customer service and communications
policies and procedures.

Data collection on the ethnicity of clients in Federal and State agencies has
not been required. Therefore, these types of Hispanic/Latino data have not
been available to CSE policymakers for analysis and planning purposes.
High Hispanic/Latino population percentages in key States and certain
localities have a significant impact for CSE program policy and
management. Specific State and locality data about Hispanics/Latinos and
their media preferences are important to management planning.

As previously noted, Census Bureau reports and current market
demographics show that 77 percent of Hispanics/Latinos live in five
States—California, Texas, New York, Florida, and lllinois. A large part of
the remainder live in five other States—New Mexico, Arizona, Colorado,
Nevada and New Jersey. Ninety percent of US Hispanics/Latinos live in
these ten states. Michigan also has significant concentrations.

These State and local level data provide a better picture for assessing
current, and the impact of future, child support caseloads. Large numbers
of Hispanics/Latinos in a State or metro area can affect program operations,
particularly when Hispanic/Latino customers need information in
Spanish.

Pinpointing where Hispanic/Latino customers live is an important baseline
from which to begin, and an important step in a planned customer service
approach.
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A New CSE Data Source

Two series of focus groups were conducted by the National Office of Child
Support Enforcement in key States with large Hispanic/Latino
populations.

The first was Communicating with Latino Customers About Child Support:
A Qualitative Study Among Hispanic/Latino Community Leaders in
Washington DC, New York City, Miami FL, Los Angeles CA, and San
Antonio TX. %2

Communicating with Hispanic/Latino Customers

The first five focus groups were conducted across the country with
Hispanic/Latino community leaders, many of them heads of community-
based organizations. The scope of the discussions included:

< Identifying local knowledge, perceptions and attitudes about child
support enforcement.
X3 Identifying communications strategies that can facilitate effective

communication with Hispanic/Latino customers about child
support enforcement requirements and services.

X3 Identifying specific child support factors that may hinder
effectively communicating with Hispanic/Latino customers about
child support.

Five Hispanic/Latino community-based organizations were selected to
host the focus groups and to recruit participants. Selection criteria
emphasized the importance of identifying participants who could speak
to the issues around child support enforcement in their communities. The

22. HMA Associates. Communicating with Latino Customers..., 1998
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Hispanic/Latino community leaders selected represented a cross-section
of health, education, social services, judicial and other institutions and
worked predominantly with Hispanic/Latino families and children.

The focus group participants included executive directors of Hispanic/
Latino community-based organizations, education administrators,
community outreach workers, social workers, case managers, counselors,
and attorneys. Collectively, they represented a cross-section of individuals
from the health, education, social services, judicial, and multi-service
agencies serving Hispanic/Latino communities. All but one were of
Hispanic/Latino origin— Mexican Americans, Cuban Americans, Puerto
Ricans, Dominicans, Central Americans, and South Americans.

Child support enforcement officials and staff from CSE Central and
Regional Offices, and State and local child support offices participated as
observers in each of the focus groups. Bilingual facilitators were selected
for the focus groups so that the participants could discuss the questions in
their preferred language.

Customer Satisfaction Survey

Another series of three focus groups was held with Hispanic/Latino
custodial and non-custodial Spanish-speaking parents, to test a CSE
customer satisfaction survey.?? The survey questions were adapted into the
Spanish language. Discussion about the customer satisfaction survey
prompted discussion about other child support enforcement subjects.

The recruiting of the participants was carried out by local Hispanic/Latino
community-based organizations based on a set of criteria that they be
custodial or non-custodial parents. The focus groups were held at Mujer,
Inc., in Homestead FL, Comité Hispano de Virginia in Falls Church VA,
and Nuestro Canto de Salud in Burlingame CA.

23. HMA Associates. Child Support Enforcement Customer Satisfaction Focus Group Forums for Limited
English Proficiency Customers in Homestead FL, Falls Church VA, and Burlingame CA. 1998

36



Almost all of the participants had difficulty understanding parts of the
survey. They related that many words, and some of the questions, were
difficult to understand. They also did not understand some of the child
support terms in the questions.

A few were receiving TANF benefits. Those that could benefit from
receiving child support enforcement services at all three sites, did not have
information available to them about child support enforcement services
and where the local child support offices were located.

Some of the participants had a current case at their local CSE agency.
Participants said it was difficult to get through to a person on the telephone.
They were afraid of the automated telephone response systems because
they could not figure out how to use the system to get information about
their case.

Discussions at all three places centered around the length of time to get
cases processed, not being informed that a support check would provide
only halfthe funds that were expected, not being informed that the amount
withheld was to pay back welfare received, and not being advised that
cases could be reviewed so adjustments can be made to child support
payments.

Other subjects discussed pertained to having to talk to a different
caseworker each time, and that CSE office hours made it difficult for
working parents to meet with caseworkers or access services. Only one
person was aware that the Internet can be a source of child support
enforcement information.

The findings of the two OCSE qualitative studies reveal gaps in child
support enforcement information dissemination to Hispanic/Latino
parents, in English or Spanish, in all eight cities. They also indicate that
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Hispanic/Latino parents say they need basic child support enforcement
information, particularly about the program and the types of processes
they have to undergo in a local program.

In addition to information about available child support services,
participants said they would like an overview of basic legal steps they
might expect, a description of new administrative procedures, lists of the
types of basic assistance they can request, explanations of how to use
automated telephone services, as well as information about new Welfare
Reform requirements and opportunities. Information is needed in both
English and Spanish. They suggested that child support enforcement
information be provided through local Spanish-language media.

There was a concern on the part of the Hispanic/Latino community
leaders that the new PRWORA?* child support requirements and
opportunities need to be provided to Hispanic/Latino families as soon as
possible.

Focus groups are a research method for collecting qualitative data
through focused discussions involving homogeneous groups of
people in social interaction. The intent is to promote self-disclosure
among individuals about a particular program, product, or service. It
is the best method for evaluating social programs where relevance,
practicality, and utility are the expectations of the environment.
Focus groups are not held for the purpose of educating individuals
about a particular program, product, or service.

24. PRWORA: Personal Responsibility and Work Opportunity Reconciliation Act of 1996
25. HMA Associates. Communicating with Latino Customers..., 1998
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Child Support and Other Study Findings

Other recent professional studies say that it is important to move from
Hispanic/Latino parents and cases being perceived as the problem,
toward removing in programs that serve them, the attitudinal and
language barriers to effectively assist them.?®

Beyond obvious cultural considerations, qualitative studies discovered
that Hispanic/Latino parents, both custodial and non-custodial, do not
receive basic information about child support enforcement. They need
to understand the CSE system(s), or the procedures, or series of steps they
must follow to obtain child support for their children.?”

In focus group discussions, custodial parents were less inclined to favor
a slogan approach to information about child support enforcement, and
more toward learning the specifics about what they need to do, or to
know, to obtain support for their children.

Filling the child support enforcement information gap in Hispanic/Latino
communities is a needed first step in some cities. This would support
Hispanic/Latino parents’ being able to obtain services so their children
can receive child support.

A number of ways to accomplish this were discussed. One method
recommended is to partner with Hispanic/Latino community-based
organizations to assess specific local Hispanic/Latino needs and to work
jointly to develop outreach and service strategies.?

Local Hispanic/Latino CBOs said they do not receive CSE information.
They need it in English and Spanish. Many CBOs can be information
conduits, help disseminate information, or recommend how bestto do it.

26. Harvard Family Research Project, 1996
27. HMA Associates. Child Support Enforcement..., 1998
28. HMA Associates. Communicating with Latino Customers..., 1998
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Non-custodial parents say they need to know more about both PRWORA
requirements and their rights and responsibilities. They want to know
about and understand reevaluation of support orders and how to arrange
for visitation.

Both custodial and non-custodial parents related that they need
assistance in understanding what the CSE programs in their localities do
and how the enforcement process works.

The study recommended regularly scheduled presentations about child
support enforcement through CBOs, in Spanish and English. Many child
support terms are not understood and need to be defined or explained.
Defining legal and other terms can also remove barriers to understanding
what Hispanic/Latino parents need to do.

In interstate cases it would be helpful to brief Hispanic/Latino parents that
CSE programs and methods of administration vary by State and locality
and what this means in their particular case.

Presentations about key components of the local child support program
or network and how the telephone information systems work would be
welcomed in all the communities where the focus groups were held.
Allowing time for questions and answers at presentations will tailor the
information provided to local needs.*

When inadequate communications occur for persons who do not
understand English well, they perceive rude treatment. This can be solved
in a number of ways.

29. ibid
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Forinstance, Hispanic/Latino community-based organization leaders can
serve as information conduits for basic child support information
dissemination which has been appropriately adapted into Spanish. This
will help to bridge communications gaps occurring in Hispanic/Latino
communities.°

Employing bilingual staff to work with Hispanic/Latino customers at key
points in the process, or using interpreters, can effectively lift language and
comprehension barriers.>’ They want an overview of legal steps, new
administrative procedures, basic assistance available, and automated
services, as well as the new Welfare Reform requirements. These are
needed in both Spanish and English, and are requested to be provided
through local Spanish media.

There is a concern that if the new PRWORA child support requirements
and sanctions are not made known in Hispanic/Latino communities, it
could create an undue burden on Hispanic/Latino families. Hispanic/
Latino community-based organization leaders want to partner with child
support agencies. Based on their expertise and experience in the
Hispanic/Latino communities they can advise in planning customer
service strategies, particularly in paternity establishment and establishing
and enforcing child support orders.

30. ibid
31. Department of Health and Human Services. Title VI of the Civil Rights Act of 1964. Prohibition
Against National Origin Discrimination—Persons with Limited English Proficiency. 1998
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“The prevailing attitudes about culturally competent workers is only half the story.
Cross-cultural competence speaks to the almighty importance of understanding
the detrimental effects of persistent poverty and closed opportunities for
vulnerable Hispanic/Latino families and its effect on a future vision and hope.
Unquestionably, it demands that service providers assume multiple, non-
traditional roles of reinforcing the cultural strengths of Hispanic/Latino families,
while simultaneously forcing down the systemic barriers of institutional exclusion

and discrimination.”

Preface, The Harvard Family Research Project Supporting Latino Families, Volume 1, 1996
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FEDERAL REQUIREMENTS

A review and discussion of Federal assistance requirements for publicizing
the availability of child support enforcement services in a State Plan and
the requirements for serving persons of limited English proficiency in the
1964 Civil Rights Act follows.

Publicizing the Availability of Services

The Office of Child Support Regulations at Section 302.30 45 CFR Ch llI,
amended in 1986, Publicizing the Availability of Support Enforcement
Services (October 1997 edition) require that the State plan shall provide
that the State will publicize regularly and frequently the availability of child

support services under the plan through public service announcements,
and that publicity must include information about any application fees
which may be imposed for such services, and a telephone number or
postal address where further information may be obtained.

In States with large concentrations of Hispanic/Latino residents, this
requirement to publicize the availability of child support enforcement
services must take into account that information dissemination plans or
strategies need to address informing and serving Hispanic/Latino child
support customers.

The following focus group findings illustrate some of the reasons to ensure

that plans address providing Hispanic/Latino parents with information

about child support enforcement:

X3 Over 50 percent of the Hispanic/Latino community leaders said
they had only a general awareness of child support enforcement.
A large percentage had none.
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<> The majority of Hispanic/Latino community leaders had minimal
knowledge of CSE laws and the specific provisions regarding child
support enforcement.

<> Latino community leaders’ current sources of information about

child support are primarily trusted family, friends, and colleagues,
within and without the community-based organizations, and
social service agencies, rather than CSE agencies.

o In general, the community leaders were not familiar with their local
child support program. This included local child support office
projects, the availability of CSE publications and other resources,
or how child support information is provided to the communities.

5w CBO leaders and clients who had had contact with CSE offices
perceived their experiences as disrespectful to them.

o When asked for recommendations for communicating effectively
about CSE services and requirements, the majority of focus group
participants highlighted:

e The need to profile the Hispanic/Latino community
State-wide and locally. The need to establish baseline
knowledge and an understanding about Hispanics/
Latinos in the State and in the cities, such as population
composition; socio-economic factors; education levels;
income and employment; as well as historical issues that
might bar some Hispanics/Latinos from seeking
government services.

e The need to develop culturally effective Spanish and
English-language child support information to Hispanic/
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Latino customers that can be understood, and to use the
popular media (both English and Spanish) such as TV,
radio, and print, and bilingual staff, researching what is
most effective in a particular locality.

e The need to understand that considering Hispanic/
Latino values and beliefs can help to maximize the effect
of child support enforcement messages to these
customers. Stressing positive values such as family and
extended family relationships and customs such as
“respeto” (respect) and “cumplir” (responsibility) are
more effective in messages than negative ones.

e The need to consider the impact of the stressors that
affect Hispanics/Latinos and their families such as severe
economic hardships; fear of domestic violence;
intimidation of legal immigrants; not being provided
with information they can understand; and not being
able to speak to people they can understand; and that
there are effective ways to address or change these
situations to achieve child support goals.

e The interest of many Hispanic/Latino CBO leaders in
partnering with local CSE offices to disseminate child
support enforcement information, serve on advisory
panels, and help to develop culturally effective
outreach strategies.

e The general consensus about the need to establish
mutual trust and respect between the CSE offices and
Hispanic/Latino community leaders in order to enhance
child support efforts in the communities.3?

32. HMA Associates. Communicating with Latino Customers..., 1998
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Serving Spanish-Speaking Persons

Title VI of the Civil Rights Act of 1964 requires all agencies receiving
Federal funds to provide the same quality, and type of services and
information, to persons with limited English proficiency (LEP) as to the
general population.

Section 601 states that “no person in the United States shall on the ground
of race, color or national origin, be excluded from participation in, be
denied the benefits of, or be subjected to discrimination under any
program or activity receiving Federal financial assistance.”

The statute and 45 CFR Part 80 regulations prohibit recipients of Federal
funds from adopting and implementing policies and procedures that
exclude, or have the effect of excluding or limiting, the participation of
beneficiaries of their programs.

The recent Guidance from the Department of Health and Human Services
(HHS) Office of Civil Rights (OCR) on enforcement of Title VI of the Civil
Rights Act, explains that although English is the predominant language of
the United States, the US is also the home of millions of national origin
minority individuals who may be limited in their ability to speak, read,
write, and understand the English language.

Language barriers—such as not being provided with information they can
understand—experienced by Spanish-speaking persons can result in
limiting their access to critical services to which they are legally entitled. If
their ability to receive notice of, or understand what services are available
to them is limited, then their access is limited.

The complete Department of Health and Human Services, Office of Civil
Rights text can be accessed on the WEB at http://www.hhs.gov/progorg/
ocr/lepfinal.htm
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Who is Covered

All entities that receive Federal financial assistance from the Federal
government, either directly, or indirectly through a subgrant or
subcontract are covered by Title VI. Covered entities thus include any
State or local agency, private institution or organization, or any public or
private individual that operates, provides or engages in health, medical,
social services, or other programs and activities that receive or benefit
from HHS assistance.

The OCR Guidance sets out factors to be considered in determining
whether Federally-assisted providers of medical care or social services are
taking steps to overcome the language barriers to receiving health care
and other HHS services encountered by persons who do not speak or
read English well.

Ensuring Equal Access to LEP Persons

The HHS directive states that the key to ensuring equal access to benefits
and services for LEP persons is to ensure that the service provider and the
Spanish-speaking client can communicate effectively.

LEP customers should be given information about and be able to
understand the services that can be provided by the agency to address his/
her situation, and the client must be able to communicate his/her situation
to the recipient service provider.

Structure the Communication
The OCR Guidance counsels that recipients of Federal funds are more

likely to utilize effective communication if they approach this
responsibility in a structured rather than an on ad hoc basis. This is a
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particularly important approach for States and localities with large
concentrations of Hispanics/Latinos to consider.

Assess Points of Contact

The Guidance states that developing policies and procedures to address
the language needs of persons with limited English proficiency is best
accomplished through an assessment of points of contact in the program
or activity where language assistance is likely to be needed, the non-
English language(s) most likely to be encountered, the resources that will
be needed to fulfill this responsibility, and the location and/or availability
of such resources.

It also states that in identifying available resources, it is helpful to consult
with national origin organizations and groups for their service areas. This
recommendation is corroborated by the OCSE focus group participants.

Effective Person-to-Person Communication

Achieving effective communication with Hispanic/Latino customers may
require an agency to take all or some of the following steps (at no cost or
additional burden to the customer) depending on its size; the size of the
Spanish-speaking population it serves; the setting in which interpreter
services are needed; the availability of staff members and/or volunteers to
provide interpreter services during its hours of operation and the
proficiency of available persons to provide needed services:

X/

X3 A procedure for identifying the language needs of customers.

< Ready access to, and provision of the services of proficient
interpreters in a timely manner during hours of operation.
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X/

<> Written policies and procedures regarding interpreter services.

o Dissemination of interpreter policies and procedures to staff, and
ensuring staff awareness of them, and of their Title VI obligations
to limited English proficiency persons.

The Guidance counsels that an agency not require a customer to use
friends or family members as interpreters. This could resultin a breach of
confidentiality to reveal personal information critical to their situations to
their family or friends. Additionally, they would lack familiarity with the
specialized terminology of the program. Volunteer use should be
predicated on availability, and that they are qualified, trained, and
capable of ensuring customer confidentiality.

Compliance and Enforcement

Recipients of Federal funds should establish and implement policies and
procedures to fulfill their responsibilities to LEP persons in the
populations eligible to be served. In determining compliance, the
concern is whether the agency system allows Hispanic/Latino customers
to overcome language barriers by communicating effectively with them
and thus allow them to have equal access to, and an equal opportunity
to participate in, all the Department’s health and human service programs
and activities.

28 CFR Subpart F, “Coordination of Enforcement of Nondiscrimination
in Federally Assisted Programs” is the Title VI of the Civil Rights Act 1964
government-wide regulation issued by the Department of Justice to
address the circumstances in which recipients of Federal financial
assistance must provide language assistance, in written form, to persons
with limited English proficiency.
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* BEST PRACTICES

CSE and the Hispanic/Latino Community in New York State

The Hispanic/Latino community represents an increasingly significant part of
New York State’s population, particularly in New York City. For some years,
the Office of Child Support Enforcement in New York City’s Administration
of Services for children has made available to customers all printed child
support enforcement (CSE) public information materials in Spanish. Current
titles include: “Sustento Para Ninos: Como conseguir ayuda cuando la
necesital.” 33 The City of New York also uses materials prepared by the State
such as “Servicios de Manutencién Infantil.”** printed in English on one side
and Spanish on the other.

The City of New York adapted materials from Maryland’s “Campaign for Our
Children” and distributed them to the Board of Education, Housing Authority
Community Centers, Youth Centers and other city agencies including the
Human Resources Administration Office of Employment Services. Posters
carried the message: “Es sorprendente ver cuantos hombres desaparecen
cuando se presenta uno de éstos,” and “Actia como un hombre. Actia
responsablemente.”

As an outreach tool, New York City uses bus shelter placards and subway
signs in Spanish and English in its large metropolitan transit system. Posters
are also periodically displayed. These campaigns have featured signage in
Spanish and English.

The State of New York’s statewide telephone voice response system, the
“Child Support Information Line” is operated by Lockhead-Martin IMA to
support its centralized collections and disbursements. Two types of
information are provided: General child support services information and
case-specific payment information for cases with support collection orders.
Statewide, callers can obtain this information in Spanish or English. New
York City’s “Child Support Helpline” which provides information on a wide
range of child support enforcement issues can provide it in English or
Spanish.

The State prepares and distributes mailings on behalf of local support
collection units and child support offices. All mailings to New York City are
automatically released in both Spanish and English. These include monthly
billings to respondents and notices of support collected. Any notices that
require due process notification, such as driver’s license suspensions, are
mailed in the same envelope in both Spanish and English.

33. “Child Support for Children, Information for Parents Who Received Public Assistance,” and
Child Support for (your) Children; How to Obtain Assistance When You Need It!”

34. “Child Support Services’

35. “It is surprising to see how many men disappear when one of these appears’ and “Be a man. Be
responsible.”
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A NEw APPROACH

This section of the OCSE Guide for Hispanic/Latino Customer Service

provides information and suggestions to ensure that effective child support
customer services are provided to Hispanic/Latino families and their
children.

It brings together research and other data about Hispanics/Latinos not
previously available to the child support enforcement community, into a
more coherent picture nationally and in particular, in the States where they
live.

The information has been presented in narrative and chart form to assist in
making the management decisions necessary to serve Hispanic/Latino
child support customers. Through these presentations, it is hoped that
respectful communication and new understandings will place once and
for all, Hispanic/Latino parents and their families as enduring parts of the
child support enforcement network.
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Target the Hispanic/Latino Customer

Latino families are an important part of the entire child support
enforcement customer base. In their need for child support services, they
are no different than other families. Their language and culture should not
be viewed as impediments to receiving the same quality and level of
services as the rest of the child support customer base.

Rather it should be understood that their language and culture are
attributes that support a vast network of communities and communications
opportunities for the child support network. A goal of this Guide is to
promote targeting Hispanic/Latino child support customers from an
informed basis. Another is to graphically pinpoint where Hispanics/
Latinos live and provide demographics that relate to their State or city. A
last one is to advise when to use the Spanish language, and to respect
cultural preferences.

Latino community-based organizations can be partnered with by State
and local CSE agencies to achieve mutually beneficial purposes:
Hispanic/Latino families receive the child support enforcement services
they need, and the CSE network achieves its legislative mandate. The
Hispanic/Latino media can be utilized to achieve effective communications
with these customers. This results in long term cost-benefits.
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Effective Messages and Strategies

Communications strategies will be effective and successful if you know
your Hispanic/Latino customer. Understanding a target audience in a
community is key to optimal customer service and developing messages
that can be understood.

A number of key findings emerged from the series of focus groups
conducted in 1997 and 1998. Hispanic/Latino custodial and non-
custodial parents and leaders of community-based organizations
participated in Los Angeles, CA, San Francisco, CA , Miami, FL, New
York, NY, San Antonio, TX, Arlington VA, and Washington DC.

Messages and strategies should consider what they said:

X The majority indicated they had minimal knowledge about CSE
laws and the specific provisions regarding child support
enforcement.

X Most of them were not familiar with their local child support
enforcement program, and did not know about local CSE offices,
projects, publications, or where to get information.

X Most of the participants relied on trusted family members, friends
and colleagues in their community-based organizations, and
social service institutions to get information about child support.

X Those that had contact with CSE offices perceived their
experiences as disrespectful.
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Planning Communications

The value of developing local strategies for communicating with
Hispanic/Latino customers is to ensure they get the information they need,
whether they are custodial or non-custodial parents. This supports them
by providing information for obtaining access to, and availing themselves
of child support enforcement services in their community.

The outcome of a communications strategy should be, that if carried out
successfully, Hispanic/Latino parents can participate on an informed
basis, in any step in the CSE process they are in—locating an absent parent,
establishing paternity, establishing an order, enforcing an order, sending
in payments—or any others relevant to their case.

Communications are best accomplished strategically utilizing two of the
conduits that reach most of the Hispanics/Latinos in the United States:
Hispanic/Latino community-based organizations and the Hispanic/
Latino media.
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Outreach Resources

To develop outreach strategies for Hispanics/Latinos, national Hispanic/
Latino organizations are excellent venues for advice on how to design
communications to increase awareness about and disseminating child
support messages and information. The national Hispanic/Latino
organizations have regional and local affiliates across the country in the
places where most of the Hispanics/Latinos live.

Organizations such as the National Council of La Raza and the National
Puerto Rican Coalition, both in Washington DC, hold annual
conferences. The Cuban American National Council, Inc. is located in
Miami FL, and holds conferences every other year. The conferences
attract 5,000 or more participants, primarily Hispanic/Latino community
leaders. National and local Hispanic/Latino conferences are excellent
opportunities for presentations or exhibiting child support enforcement
materials and videos. Many Federal agencies participate in their events.
Partnering with them can be an effective way to find out community-
based child support enforcement needs, and to discuss meeting with
Hispanic/Latino customers, nationally and locally.

There are other related national organizations, such as COSSMHO
(Coalition of Hispanic Health and Human Services Organization), that
are also excellent sources of information and venues for partnerships and
disseminating information. National organizations will usually provide
a list with addresses of their local affiliates in key States.

A list of National and Community Resources can be found in Appendix
3, page 175. This is not intended to be an exhaustive list of national
organizations. The intent in providing this kind of information is not to

endorse any particular national or local Hispanic/Latino organization.
Rather it is to engender explorations with Hispanic/Latino organizations
into the potentials for effective Hispanic/Latino outreach strategies.
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Partnering with CBOs

Partnering with local multi-purpose CBOs that work with Hispanic/Latino
families every day is also a valuable, but different type of, strategy for
outreach and presenting child support enforcement information. The
CBOs can create local opportunities as part of their children and family
programs, to increase awareness about child support directly among
Hispanic/Latino parents.

Involvement in the Hispanic/Latino communities by child support
agencies is key to planning, developing, implementing and evaluating
successful communication efforts. Such partnerships enhance a child
support program’s credibility and ensure broader Hispanic/Latino
community participation.

The participants in the focus groups conducted by the National Office of
Child Support Enforcement indicated that most community leaders that
represent Hispanic/Latino community-based organizations would
partner with local child support offices.

The benefits to child support agencies of collaborating with Hispanic/
Latino national or community-based organizations are:

X The generation of ideas and information specific to effective State
or local child support outreach and communications strategies for
Hispanic/Latino families.

X Acquiring knowledge of important historical cultural and family
dynamics in the State or community that, taken into account in
terms of child support, enhances customer service.
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X Early identification of opportunities, and concerns or issues,
related to child support enforcement and Hispanic/Latino families
in a State or locality.

X Understanding the scope and range of family support groups or
activities in a Hispanic/Latino community that can be utilized to
disseminate child support information or make presentations,
including schools, churches, health clinics, community and social
service organizations.

XS Active support and participation as partners of local child support
offices and Hispanic/Latino community organizations, which
expands the reach and success of child support enforcement
efforts.

Focus group findings indicate that all Hispanic/Latino CBOs need child
support information in both Spanish and English.
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X BEST PRACTICES

NEw MExico’s BILINGUAL PolLicy

The State of New Mexico Human Services Department Child Support
Division has a standing policy to provide every piece of its program
literature in Spanish and English for its customers.

The New Mexico Program Manager for Paternity Establishment is
Hispanic/Latino and bilingual. The manager visits schools, community
centers, and sets up booths at community events throughout the State. The
manager presents child support enforcement information in Spanish and
English.

The manager focuses on providing child support information throughout
New Mexico. The manager’s current project is production of a video in
Spanish about the importance of establishing a child’s paternity. The
manager is adapting the script into Spanish. In collaboration with New
Mexico’s Child Support Community Relations Coordinator, the video will
be produced through the Public Access Television Center in Albuquerque.
The Public Access Center is described as “especially adept at producing
video materials for the Hispanic/Latino community.” Hispanic/Latino
productions are a major part of its work.

New Mexico’s Child Support Web Pages were recently revamped and
plans for updates include information in Spanish for Hispanic/Latino
customers.
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THE MEDIA RESOURCE

To effectively reach Hispanics/Latinos with child support enforcement
information, it is important to understand the role of Spanish-language
radio, television, and print media in the lives of most Hispanics/Latinos.
These media, as marketing experts have researched, are the most
effective and important community resource for increasing awareness
and reaching Hispanic/Latino parents.

Dr. M. Isabel Valdez, a highly respected media researcher states, “...for
Hispanics it (the media) is a major source of information and education
that helps them deal with severe information gaps.” This is corroborated
in Figure 3 below.

Participants in all OCSE focus groups confirmed that Hispanic/Latino
media are very popular with them. Hispanic/Latino radio, TV, and
newspapers and magazines are their major source of information, in both
English and Spanish.2®

Broadcast Media Usage Among

Hispanic/Latino Adults 18 and Over

Television
35.7% in Spanish
47.0% in English

97% watch television

Radio
35.7% in Spanish
46.8% in English

89% listen to radio

Source: Strategy Research Corporation, 1998

Figure 3

36. HMA Associates. Communicating with Latino Customers: A Qualitative Sudy Among
Hispanic/Latino Community Leaders in Washington DC, New York NY, Miami FL, Los Angeles
CA, San Antonio TX About Child Support Enforcement. 1998
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Across the nation, there are about 150 Spanish-language television
stations, over 900 Spanish-language radio stations, and 1500 Spanish-
language and bilingual print newspapers and magazines. Market data
indicate that most Hispanics/Latinos prefer to watch Spanish-language TV
and listen to Spanish-language radio.

A recentannouncement reports that a local (Spanish-language) Univision
TV affiliate has been rated the most watched television station in Miami.
In Los Angeles, Univisién’s KMEX-TV has been rated the number one
station at 6 pm for 18 to 34 year olds.

KLVE-FM and KLAX-FM, two of 10 Spanish-language stations in the
nation, have soared to the top 10 radio stations for all listeners, ages 12 and
over.*” Hispanic/Latino stations are also high in the ratings in New York,
and throughout Texas and California.3®

Radio and TV usage is higher for Hispanics/Latinos than for the general
population. And, the data show that Hispanics/Latinos prefer to read
Hispanic-identified newspapers and magazines, many of which are
published in Spanish and English.

The decision about which language to use, or whether to use both English
and Spanish, in the Hispanic/Latino media will depend on what local
research of media preference in the State or locality reveals. Many
Hispanic/Latino newspapers publish in English and Spanish. They are an
excellent source of knowledge about what works in Hispanic/Latino
communities. Their advice is important when designing child support
enforcement materials for Hispanics/Latinos. They may translate press
releases themselves, or advise on where to obtain such services.

37. Michealson, Judith. “A Shake-up at Top of L.A. Radio”. Los Angeles Times, April 22,1998, B8
38. Valdes, Isabel M., and Marta Seoane. Hispanic Market Handbook. 1993
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Radio, TV, Newspaper and Magazine Usage
Hispanic/Latino Adults 18 and Over
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Figure 4
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Forexample, if the local Hispanic/Latino community consists primarily of
immigrants from other countries, Spanish-language media will be the
more effective venue. If the community residents are a mix of recent
immigrants and second and third generation Latinos, a combination of
both English- and Spanish-language media may be more effective.

Local research should be augmented with talking to Hispanic/Latino
community leaders about which is the most effective media to use for
child support enforcement: Radio, TV, newspapers, or magazines, and
whether messages should be in Spanish or English, or both. They will also
advise on the types of print or video materials that will be most effective.
Merely translating available English-language materials is not effective.
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Spanish-Language Television

It has been well documented in market studies that Spanish-language
television is a major source of information for Hispanics/Latinos.
Approximately 150 Spanish-language TV stations in the US reach over 89
percent of the Hispanics/Latinos in the US.

TV Viewing by Hispanics/Latinos in Key Cities
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Cable television should not be overlooked as an opportunity to provide
child support enforcement information. In addition to Spanish-language
channels, cable companies know which of their channels are preferred
by Hispanic/Latino viewers. Cable systems are required to make public
service time available in local communities. A small amount of research
will glean what type of public service announcement time is available
and the program format requirements.

Spanish—-Language Television Stations
Span the United States
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Figure 6
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HBO, MTV, CNN, ESPN, Fox, the Discovery Channel and NBC are
entering into Spanish-speaking markets. This has application to child
support as they are also excellent sources for public service
announcements for Hispanics/Latinos.

Spanish—Language Television Stations by City
CITY CITY
ALBUQUERQUE, NM K59DB / KLUZ Morro Bay, CA KO9UF
ATLANTA, GA W67ClI NEw York, NY WNJU [ WXTV
AusTIN, TX K11SF / K30CE ObEssAa-MIDLAND, TX K60EE/K49CD
BAKERSFIELD, CA KABE OcpEN, UT KSVN
Barstow, CA K39DW ORLANDO, FL WO07BZ /| WVEN
Boston, MA WUNI PaLm SpriNGs, CA KVER
BRrRowNsvVILLE, TX XHRIO PHILADELPHIA, PA WTGI /| WXTV
CHicaco, IL WSNS / WGBO PHoenix, AZ K64DR | KTVW
CoLoRrADO SprINGS, CO K49CJ /| KGHB REeno, NV KUVR
Corpus CHRisTI, TX KAJA | KORO SacrAMENTO, CA K47DQ / KUVS
CorTEZ, CO K51DB SALT Lake City, UT K38CN / K48EJ /| K66FN
DaLLas, TX KFWD / KUVN SaLinas, CA K15CU
Denver, CO KUBD / KCEC SaN AnTonio, TX KVDA | KWEX
EacLE Pass, TX KVAW San Dieco, CA XHAS / KBNT / KNSD
EL Paso, TX KHIJ / KINT San Francisco, CA KSTS / KDTV
ForT WoORTH, TX KUVN SaN Luis Osispo, CA KTAS
Fresno, CA KMSG / KFTV SANTA FE, NM K52BS
HARLINGEN, TX KNVO SANTA MaRriA, CA KO7TA
HaRrTFORD, CT W13BF / W47AD SANTA Rosa, CA KDTV
HousTton, TX KTMD / KXLN SPRINGFIELD, MA W65BX
LAReEDO, TX KLDO / KLDO StockTon, CA K52CK
Las VEcas, NV KBLR / KINC Tampa, FL W57BA | WVEA
Los ANGELES, CA KVEA | KMEX Tucson, AZ KHRR / K52A0
LusBock, TX KBZO VicTorIA, TX K51BG / DUNI
Miami, FL WSCV [ WLTV WasHINGTON, DC W64BW / WMDO
MiLwaukeg, MI W46AR Yuma, AZ KCJT / KVYE
MobEesTo, C A K61FI Yuma-EL CenTRO, AZ KSWT
MoNTEREY-SALINAS, CA KSMS
Source: Strategy Research Corporation, 1998
Figure 7
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Radio in Spanish

Another major source of information for Hispanics/Latinos is Spanish-
language radio. There are over 900 radio stations in the United States.
These radio stations reach over 70 percent of the US Hispanic/Latino
market.

Latinos are described as great radio listeners, tuning in on an average of 26
to 30 hours a week, and listening to the radio about 13 percent more than
the general population.3® According to Arbitron, Spanish-language radio
is the format preferred by Hispanics, ages 12 and over, 43 percent of them.
In Los Angeles, KLVE-FM and KLAX, two of 10 Spanish-language radio
stations have soared to the top 10 for all listeners, ages 12 and over.
Hispanic/Latino stations are also high in the ratings in Miami, New York,
and throughout Texas and California.*

Hispanic/Latino Spanish and English Radio Listeners
in Key Cities
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* Lawer Ria Gands Vabey, Feras Souroe; Srategy Research Corporgtion, 1994
Figure 8

39. Arbitron. 1992
40. Valdes, Isabel M., and Marta Seoane. Hispanic Market Handbook. 1993
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Newspapers and Magazines

Daily and weekly publication of 1500 Spanish-language and bilingual
newspapers and magazines defies the perception often conveyed, that as
a group Hispanics/Latinos do not, or cannot, or will not read.

Depending on the source, and there are several, readership for magazines
and newspapers for Spanish-speaking persons ranges from 60 percent to
72 percent*' as compared to 85 percent for Whites.*?

Newspapers

35.7% in Spanish
47.0% in English

66.1% read newspapers

Magazines

35.7% in Spanish
46.8% in English

65.5% read magazines

Source: Strategy Research Corporation, 1998

Figure 9

41. Valdes, Isabel M., and Marta Seoane. Hispanic Market Handbook. 1993
42. The US Bureau of the Census. 1990







KEY STATE PROFILES:

HispaNics/LATINOS IN 50
METROPOLITAN AREAS

State-of-the-Art Information

Latinos make up a significant portion of the population in 10 States. There
are 10 more, and the District of Columbia that have a substantial number
of Hispanics/Latinos in their cities.

The purpose of this section is to provide Hispanic/Latino demographics
and other data that can assist child support enforcement policymakers and
managers to meet child support information and service goals for
Hispanics, and to address how to serve Spanish-speaking persons.

The data presented can contribute to developing a comprehensive
approach to Hispanic/Latino customer service in key States and cities.
They can be used to calculate the potential number of Hispanic/Latino
child support cases so that plans can address current and future caseloads.

Federal and State agencies have not been required to collect ethnic data
about their customers. This has created a knowledge gap about
Hispanics/Latinos that these data hope to partially fill. Using these data as
an information base, and partnering with local Hispanic/Latino
community organizations, can assist child support enforcement managers
to ascertain specific local needs and develop communications strategies.

Understanding cultural considerations, such as a preference for Hispanic/
Latino media and community-based organizations as information
sources, child support enforcement agencies can incorporate this

69




important part of the customer base into their child support outreach and
services strategies. Spanish-language communications are needed in
some cities.

Usually described as a single ethnic minority, Hispanics/Latinos in the US
are extremely diverse. Information about this composition is provided for
each city.

Acculturation Factors

The chart below shows levels of acculturation achieved by Hispanic/
Latino residents. Studying these types of factors helps to determine
whether child support communications with Hispanics/Latinos should be
in Spanish or English, or both. Discussing these locally will assist to
develop outreach and services strategies. According to Strategy Research
Corporation, national acculturation figures are:

13 percent Highly acculturated
59 percent Somewhat acculturated
28 percent Relatively unacculturated

Source: Strategy Research Corporation, 1998

Figure 10

However, the level of acculturation varies by State and city.
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Language Needs

An OCSE study conducted in 1998 found that not being able to
understand child support enforcement terminology or information, and
not being able to communicate with CSE staff, to be the principal barriers
faced by Hispanics/Latinos who need child support information or
services.

Corporate America recognizes the need to target Hispanics/Latinos in
their preferred language with culturally relevant messages. This is
because it works. This approach is seen as a “golden opportunity” for
reaching this fast-growing, younger, long-ignored market. The change is
described as addressing the fact that the Hispanic/Latino customer base
is growing, and that the best way to get messages out effectively is to
communicate with them in their preferred language.

For Latinos, this can mean Spanish or English, and in some cases, using
both languages. State and local child support agency research can
provide information about which language or both that will be most
beneficial for outreach and services for Hispanic/Latino customers.

Nationally, the most recent data indicates that Spanish is the language
most used by Hispanics/Latinos. Itis spoken inthe home by morethan 17
million people. Spanish-speakers represent 54 percent of all non-English
speakers in the US. According to the US Census Bureau, Spanish is the
language spoken the most after English, and the leading second language
in 20 States. Seventy-two percent of Hispanics/Latinos speak Spanish at
home—a figure that has increased 23 percent in the last six years.

In key States and cities, understanding the impact of language to
communicate the scope of the child support enforcement program has
bearing on the effectiveness of achieving program goals and outcomes.
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The data in the following section support the new approach to Hispanic/
Latino customer service recommended in this Guide:

< To design effective child support enforcement messages and
outreach strategies for Hispanics, and to use the most effective
information conduits, including community-based organizations
and Hispanic/Latino media.
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Phoenix, ARIZONA

Metro Area
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Tucson, ARIZONA

Metro Area
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Bakersfield, CALIFORNIA
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Fresno, CALIFORNIA
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Los Angeles, CALIFORNIA, part 1

Metro Area
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Los Angeles, CALIFORNIA, part 2

Metro Area
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Sacramento, CALIFORNIA
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NAME PUBLISHED KTGE 1570 KRAY 103 5
Sowme: Shabtegy Remamk Comporation, 1998
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San Diego, CALIFORNIA

Metro Area

CEMTRAL
AMERICAM

NOM-HI SPANIC Ro—
POPULATION HISPANIC -
2,085,600 a |_||_.|—|TI '._.'["'-] : ‘
706,400
ME=TCAN AMER AN

92%0

COMPOSITION OF THE LATINO POPULATION

HISPAMIC HOUSEHOLDS

R WA o e e = A R LS e L E T g e e i L
B e e Y e e e

TELEWISION RADIO
ETATION ETATION DAL FOSITION STATION DAl FOSITION
CHAMNNEL AM FM
EENT 17 KFRZ 1210 WHEG 107 3
LEWT 12 KURS 1040 YHEY 59 3
AHAS 33 HEAZ 1270 YHMOR 08 9
“HEB] 45 HEBG 1550 YHRST 107 7
LHUA 7 ¥EDX 1010 ¥LTH 1045
e YEMMM 00 XTI 97 7
i EYR D HEMO 260 HTIM 917
C aliforiia Weelly Weelkly PR3 1090
El1L atitio San Diego Wileekly VRN 1430
Hispatinz Unidos Weelkly
Bilingual
Ahorat] oar Weekly
El1Z0l de Ban Diegn Bi-Weekly
La Prensa Gan Diego Weekly

Sowme: Strategy Resamh Comoration, 1998
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San Francisco, CALIFORNIA

Metro Area
PUERTO
R IZAM
L
CEMNTR AL
%T;qip‘ AMER ICAN
8%

NON-HI SPANIC
POPULATION
5,514,800

TELEWISION

ETATION
CHANMEL
EDTV 14
KICU 36
K3T3 48
HEWSPAPER
MLAME PUBLISHED
Alianza Metropditan M ewrs Bi-Weekly
ElEBcohemio M ews Wieekly
El1L atitin Weekly
El Iunida Wleekly
Huewo MMundo W eekly
Tiempo Lating Wieelkly
Bilingual
El Menzajero Wi eekly
El Observador Weekly
La MuevaPrensa Bi-Weekly
LaOferta Review Bi-Weekly
La¥ oz Latina Weekly

PO TIOM -
1,243,000 % 1
ExIZAN AMERTCZAN

F5%o

COMPOSITION OF THE LATIMO POPULATION
HISPANIC HOUSEHOLD 340,700

ETATION DAl FOSITON GSTATON DAl POSITON

AM FM

EAZA 13290 EBAY 1003
ETOK 1170 EERG 1049
ERIE 1130 EEOL Q9
ERER 1460 EVRG 1071
EZR] 1120 EEWE 921

Sowme: Shategy Resambk Comporation, 1988
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Santa Barbara-Santa Maria-San Luis

Obispo, CALIFORNIA

NON-HI SPANIC
POPULATION
467,800

TELEWISION

ETATION
CHANMEL

ETA

E09UF

EZ7E]
NEWSPAPER

HAME

El Huewo Tiempo

Sowme: Stategy Resamh Corporation, 1998

Metro Area

27

FPUBLISHED

Weelly

CEMTRAL

AMERICAN

4%

CTHER
9%

ME=TCAN AMER!CP.I"-.I

& 7%0

COMPOSITION OF THE LATINO POPULATION

HISPANIC HOUSEHOLDS ~ | 41,000

S

RAMO

ETATON Dl FOSITION GBTATION DAl FOSITION

AM
ERED
EIDT
EEDI
EEBO
EEPE
ETAP
ETIE

87

1490
1030
1040
1420
1490
1600
1410

FM

EIDI 1055
EROQK 1003
EEFE Q4.5






Children

dren
ero los Ninos

Children

Primero los NIir

imero los Ninos

Primero los Nin

ero los Ninos

mero los Ninos

hildre

Nifos

P romero l 1 1996, Statiztical Absiract of the LS
2 1998, Strategy Research Corporation

Primero los NIRnos children




Colorado Springs, COLORADO

Metro Area

CEMTRAL &
SOUTH AMERICAM
5%

o
MOM-HISPAMNIC SPA
POPULATION OPULATION
604,500 128,300
ME=ICAN kY
AMER AR : PUERTC
58% RICAMN
6%

COMPOSITION OF THE LATINO POPULATION

HISPANIC HOUSEHOLDs — | 40,900

TELEWISION
STATION STATION Dial FOSITION STATION Dl FOSITION
CHANNEL AM FM
K270U 27 KRMX 690 KNEN 107 .1
K492 44

HEWSPAPER
MAME PUBLIEHED
Hisparia Hews Weekly

Sowme: Shategy Remamk Comporation, 1998

90



Denver, COLORADO

Metro Area

PUERTD
RICAM
2%

ey

'

@ OTHER
£ 31%
c : O
NOM-HI SPANIC H £
POPULATION POPULATION :
2,663,000 398,000 - \
ME=ICAN
AMER ICAM
6 7%

COMPOSITION OF THE LATINO POPULATION

HISPAMNIC HOUSEHOLDs | 120,900

TELEWISION RADAD
STATION ETATION DAl POSITION ETATION Dl FOSTION
CHANMNEL ﬁI‘l‘I FM
KCEC a0 KENG 1220 N o Data Availatle
KGHB 27 KCUV 1150
K3Bd 24 KJME 1390
KUBD 29 KV V3 1170
K400 54
K18FE 12
K69HW 69
HEWSPAPER
MNAME PUBLISHED
LaVWoz Wleekly

Sowe: Shategy Reseamk Comporation, 1953
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Hartford-New Haven, CONNECTICUT

Metro Area

CLBAN
AMERICAN CENTRAL & SOUTH

AMERICAN
5%

ME=TICAN
AMER.ICAMN
2%

NON-HI SPANIC
POPULATION
2,423,100

J nL un,

" PUERTD RICAN
79%

COMPOSITION OF THE LATINO POPULATION

HISPANIC HOUSEHOLDS

‘HisPaNIC TELEVISION, RADIO, AND NEWSPAPERS

TELEVISION RADIO
ETATION SETATION DAl POSITION ESTATION Dl POSTION
CHANMNEL AI‘III FM
WEDI 13 WENW 1320 Wi Diata Svailakle
WAT AT 47

NEWSPAPER AT faad

WEPRI 1120
MNAME PUBLISHED
. WERDI 1550
Tietrpo Wieelkly
WERY I 240

Soewoe : Stateqy Mesamk Comporation, 19593
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Children

w -\n,d“ "i.‘ NiﬁOS
5,261,500"

Primero los NIir

imero los Ninos
rimero los Nifos

Primero los Nin

mero los Ninos
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District of Columbia
Metro Area

MEXICAN PUERTO
AMER ICAN RICAN
12% 9%
CUB AN
AMERICAN
4%

NON-HI SPANIC
POPULATION
5,261,500

COMPOSITION OF THE LATINO POPULATION

HISPANIC HOUSEHOLDsS ] 104,000

TELEWVISION NEWSPAPER

ETATION MNAME PUBELIEHED
CHANNEL LaNacidn Weekly
WD 4z M ational Hisparic Eeporter Llonthlsy
WaIT 42 Washington Hispanic W eekly
WEGE fidl Maryland
RADIO El Heraldo W eekly
STATION DAL POSITION STATION DAL POSITION El Ilensajera Weekly
AM FM El Montgom ery Bi-Ionthly
WILC 000 Mo Data Available El Pregonero Weekly
WIIDD 1540 Prensa Hizpana Bi-Ionthly
WIIET 1150 Vista Bi-Weekly
WUST 1120 Yirginia
El Deportiva Bi-Weekly
ElHispatio W eekly
El Tiempo Lating Weekly
Impacto Bi-Weekly

Sowee ! Stategy Resamk Comoration, 19593
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Children

Children

Ninos

Primero los NIir

imero los Ninos
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Nifos
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Miami, FLORIDIA
Metro Area

ME=ICAN
AMERICAN
3%

CENTRAL &

SOLUTH
OTHER
AMERICAN e
F FUERTO
RICAN
=T oo

RS
ERRRL LR
— - P

PC
1,422,
NON-HI SPANIC

POPULATION

2,313,700 ' N

R

3 R R
T T R R

S R
B Rt O T 14T
B R

R ||:'| M E R I C lﬁi N
""" 59%

COMPOSITION OF THE LATINO POPULATION

HISPANIC HOUSEHOLDS | 491,000

S e = L o R o B e P R e B e
o B e o ey | o e g

Ao B N

TELEWVISION RADO
STATION STATION DAl FOSITION STATION Dial POSITION
CHANMEL AM FM
W 23 WACC 230 WAME 107 5
et A1 WAL 710 WCMQ 923
WIAN 4 WCHO 1210 WORA 0% 3
NEWSPAPER W AT 13a0 WRRA 106.7
TWOCH 1430 WEEP 107 9
MAME PUBLISHED
Diasio Lz fimetioas Diaily WOBA 1140 WD 57
El Expreso de Miano Weakly
F1Hemlo de Brogard WEHC 1530 WEMO 1039
¥ Palm Beach Weekly WA 1260
El Muevo Herald Draily
El Muevo Patia Weelkly Lt Sl
Estilo Weekly WA E a7l
Exato Weelkly
LaPrensa Centroamercanma Weakly
LaPersaGrafica Weekly
La Vo Cabdlica Mlcthly
Libe Weekly
Viva Semanal Weelkly

Sowoe: Stateqy Resamh Comoration, 1992
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Orlando-Daytona-Melbourne, FLORIDA

Metro Area
MERICAN OTHER
AMERICAN 11%o
11%
CEMTRAL &
SOLUTH
AMERICAN
13%

N ol / SO
NON-HI SPANIC _ I \

POPLILATIOMN CUBAM

2,545,400 AMERICAN
11%

PUERT O RICAMN
54%n

COMPOSITION OF THE LATINO POPULATION

HISPANIC HOUSEHOLDS —§ 70,600

TELEWISION RADIO)
ETATION DiAL POSITION STATION DAL POSITION

ETATION
CHANMEL AM FM
WY EN 63 WOND 1030 Mo Data Available
WD 40 WEMO 1140
NEWSPAPER TWITH A 1420
MNAME PUBLISHED
LaPrensa Weekly

Sowme: Stategy Resamh Corporation, 1998
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Tampa-St. Petersburg, FLORIDA

Metro Area

MEXICAMN
AMERICAN
9%
FUERTC
RICAMN
Z 6%

MOMN-HI SPANIC

POPULATIGN
3,312,200
: CLBAN
YRR RNO R n g AMEQE"*N
B AL

B R
R

CEMTRAL & SOUTH AMERICAMN 8%
COMPOSITION OF THE LATINO POPULATION

HISPANIC HOUSEHOLDsS — ] 89,200

TELEMISION RADAO
ETATION STATION DAL POSTION GSTATION DAL POSTION
CHANNEL AM FM
Wik t TAANTA 1550 NoData Available
VLD 3 WAYC 1310
Gt WAVEP 1390
MNAME PUBLISHED WDCE 1350
Huewo Biglo Weelly WOBN 1300
Bilingual WELD B0
C oty C onfections Weekly TRIR 1490
Trilingual
La Gaceta Weelly

Sowme: Stategy Reseamh Corporation, 1993
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West Palm Beach, FLORIDA

Metro Area

CTHER.
2 R0 ME X ICAMN

AMERICAN

\ B

FUERTD
RICAMN
MO -HI SPANIC 20%
POPULATION
1,324,600 ;
R RS R e
B AL LA CLIB AR
A AR AMER ICAN

. \\\\'\\'\\\\'\\'\\'\\'\\'\‘t‘%\_\_\_\_ 2 B %

R R R

CEMNTRAL & S0UTH AMERICAM
1 0%

COMPOSITION OF THE LATINO POPULATION

HISPANIC HOUSEHOLDsS ~ | 38,500

Hispanic TELEVISION, RADIO
TELEMSION RADIO

STATION Eraton D Posimrion STATION Dl POSITION

CHANNEL M‘I FM

b B oove 2l WLV S 1320 Ho Data Availabie
HNEWSPAPER WS 1190

MNAME PUBLISHED

Alma Latitia Bi-Weekly

Sowee ! Stategy Resamk Comoration, 19593
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Primero I

0 los |

Primero Il

Atlanta, GEORGIA

Metro Area

CUBAN
AMER ICAN
PUERTO
RICO 12%

PR
R

CEMTR AL
SMERICAN
1 3%

CTHER
22%0

COMPOSITION OF THE LATINDO POPULATION

HISPAMNIC HOUSEHOLDS

WAEM 1460

Sowme: Strategy Resamh Comoration, 1998
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HisraNIC TELEVISION, RADIO, AND NEWSPAPERS

1019

AM FM
BRI 5 WAOS 1600 WAZX
NEWSPAPER WAZX 1550
PuBLISHED WLE A 1130
Mundo Hispano Wlaekly WELD 610
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Children

Primero los NIir

imero los NIRos
rimero los Nifnos

Primero los Nin

mero los Ninos

mero los Ninos
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Nifos
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2 1998, Strategy Research Corporation
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Chicago, ILLINOIS

Metro Area

CENTRAL &
avERican  ToeR
5%
%

/ PUERTC RICAM

; 1 0%

o H G
3 ‘ ;
FORM-HI SPARIC .
POPLILATION
8,238,500 MEXICAN AMERICAN

8%

COMPOSITION OF THE LATINO POPULATION

HISPANIC HDUSEHDLDS

TELEVISION HNEWSPAPER
STATION NAME PUBLISHED
ks Catélico Monthly
WCIT 26 Chicago Deportivo Weelkly
WIGBO a5 Eagt Chicago M ews Wi eelly
WS S A4 ElDia Weekly
RADIO EI Fmparmal Weekly
Exito Weekly
STATION DL FOSTION ETATION DAL PoOSTION LaRaza N ewspaper Weekly
AM FM LaVoz Wieelly
WEDC 1240 WoJO 1051 Muncadiasizng Bicekt
WIND 560 WLEY 107 9 Bilingual
WKGA 1500 WZCH 1039 511 im:illgjﬂd“ E;fe;llﬂ?
Bt eekly
R 1580 Logan S quareBucktown Extra Weelly
WL 1200 Metro Extra Weelkly
WO 1580 Horthwest Extra Weekly
VWERMH 1410 PilseryTittle ¥ illage Extra Wi eelly
weE 1240 Aouthrest Extra Weekly
Suburban Extra Weekly
T Al 1300
Q Su M oticiero Bilingue Bi-Weekly
Soume ! Shadegy Remamh Corporadion, 1992 Wicker Park/West Town Extra Weekly
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New Orleans, LOUISIANA

Metro Area
PLIERT(
R I AN
5oy
ME X ICAN
AMERICAN ‘Iggﬁ#h B
15%g
AMER ICAN
3680
BB -HI SPANIE
pDPU L)&'TI DN DTH ER .'\.\\\\'\.\ S
1,664,800 Aol \2222:\\%\.
A
e CLIE AN
AMER I AN
11%

COMPOSITION OF THE LATINO POPULATION

HISPANIC HOUSEHOLDS

HisPANIC TELEVISION, RADIO, AND NEWSPAPERS

TELEMISION RADIO
ETATION DAL POSITION STATION Dl POSTION

STATION
CHAMNNEL AM FM
Ho Data Available KOLA 1540 Mo Data Avrailakle
HEWSPAPER
WEHNO 230
MNAME PUBLISHED
LaPrenisa M otthlsy

Sowme: Strategy Resamh Comoration, 1998
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Children
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Boston, MASSACHUSETTS

Metro Area

CLUBAM
AMERICAN
4%
ME=TCAN
AMER.ICAMN
6%

4

MOMN-HI SPANIC
POPULATION

5,679,000
CENTRAL 2

k) SOUTH
PLERTO AMERICAN
RICAN S
37%

COMPOSITION OF THE LATINO POPULATION

HISPAMIC HOUSEHOLDS

HisPANIC TELEVISION, RADIO, AND NEWSPAPERS

TELEWISION RADIO
ETATION STATION Dl PoSimion STATIOM DAl POSITIOM
CHANMNEL M‘I FM
WCEA 17 WEPS 290 Mo Data Availakie
WU 27 WO 200
W3IAY 32 WHAY 1490
NEWSPAPER WLLH 1400
MAME PUELISHED W HW 1110
Ei Mundo Weekly WRCA 1330
Lademana Weekly WUNE 1400

Soewoe: Slateqy Resmamk Comoration, 19593
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Springfield, MASSACHUSETTS

Metro Area

ME=ICAN
AMERICAMN
2%

SOUTH
AMERICAMN
2%

CTHER \

NOM-HI SPANIC
POPULATIGHN
598,200

COMPOSITION OF THE LATINO POPULATION

HISPAMIC HOUSEHOLDs ] 18,500

TELEVISION RADIO
ETATION DAl FOSITION STATION DAl PO SITION

ETATION

CHANNEL AM FM

SEME 4 AT 1480 Mo Data Availahle
NEWSPAPER WEER 1770

FHAME PUBLISHED

Mo Data Available

Sowme: Stategy Reseamh Corporation, 1993
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Detroit, MICHIGAN

Metro Area
CLIB AN
AGMERICAN
I
PUERTO
R ICAN CEMTRAL 2
1 3% SioTH
AMERICAMN
_.__..-__.\.'\ ol 6%
S

NON-HI SPANIC
POPULATICN
4,669,700

MEXICZAN
AMERICAN
63%0

COMPOSITION OF THE LATINO POPULATION

HISPAMNIC HOUSEHOLDS

Hispanic TELEVISION, RADIO, AND NEWSPAPERS

TELEWISION RADAD
ETATION ETATION DAL FOSITION STATION DAl PO SITION
CHANNEL M‘I FM
Mo Data Avwailahle Mo Data Avwailahle Mo Data Availakle
NHEWSPAPER
MAME PUBLISHED
Mo Data Avwvailable

Sowee ! Stategy Resamk Comoration, 19593
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Kansas City, MISSOURI

Metro Area
CEMTRAL &
SOUTH
AMERICAN LB AN
5% AMER ICAN
3%
OTHER /
Wi PUERTO

S

A RICAN

O o s 3%
MOMN-HISPANIC B
POPULATION _‘ . -
2,055,400 . \
MEXICAN AMERICAN

G0%0

COMPOSITION OF THE LATINO POPULATION

HISPANIC HOUSEHOLDsS | 19,000

Hispanic TELEVISION, RADIO, AND NEWSPAPERS

TELEWISION RADIO
ETATION STATION Dl POSITION STATION Dl POSITION
CHANMNEL AN FM
Mo Data Available Mo Data Available Mo Data Asailable
HEWSPAPER
MAME PUBLISHED
DosMundos BiWeekly

Sowme: Stabegy Resamk Comporabion, 1998
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Las Vegas, NEVADA

Metro Area

CLIBAMN
AMERICAN

CEMTR &L
AMERICAMN

MNOMN-HISPANIC

POPULATION
1,061,300 ;
ME® ICAEE.C".J:IT‘-I;ERICAN FUERTO
RICAMN
4%

COMPOSITION OF THE LATINO POPULATION

HISPANIC HOUSEHOLDs ~ | 49,100

RAMO

HispaNIC TELEVISION, RADIO

TELEWISION
ETATION STATION DAl POSITION STATION DAl POSITION
CHAMNMNEL AM FM
KELR 39 KOOL 1220 Mo Data Available
KINC 15 KLSQ 270

NEWSPAPER

HAME PUELISHED
E1 Mutndo Wieekly
TiempoLitee Weekly

Sowme: Shategy Resmamk Comoration, 1998
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Albuquerque, NEW MEXICO

Metro Area

ME - ICAMN
AMERICAM

A OTHER
48%

NON-HI SPANIC
POPULATION
1,061,100

COMPOSITION OF THE LATINO POPULATION

HISPANIC HOUSEHOLDS | 208,300

FAFERRD

TELEWVISION RAMO

STATION STATION DAl PFOSITION STATION Dial POSITION
CHAMNMNEL M‘I FM
KDB 32 EABD 1350 KEXT 1047
gzu st ;g KALY 1240 KIOT 102.5
K39DE 3 KARS 260 KLMA 0§ 5

KATE 740 KLVO 97 7

RS 2EREER KCRX 1430 KMIO 1023

HlamE FUBLEHED KDCE 950 KNUW 953
El Hispatin Hews Weekly EFUH 1230

KKIT 1340

KNMX 540

KROD 1320

KSLV 1240

K33R 1340

KSWY 210

KXKS 1190

Sowme: Shategy Resmamk Comoration, 1998
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New York, NEW YORK

Metro Area

CEMNTRAL &
SOUTH
AMERICAMN MEXTCAN

Hets AMERICAN
119%

PUERT®
RICAM
36%0

NON-HI SPANIC
POPLILATION
16,488,900

OTHER ot
32% hkx\\

CLE AN
AMERICAN
3%

COMPOSITION OF THE LATINO POPULATION

HISPANIC HOU SEHDLDSQ

TELEWVISION
STATION STATION DAL FOSITION STATION DAl POSimioN
CHAMMEL AN FM
b 2 WADOD 1280 TN WK 1059
WATY 4 WCULM 1430 WPAT 93.1
HESREREER WKDM 1380 WRTHN 93.5
Hank: HIRERHER WHYG 1440 WEKD 97 9
ElDiario/La Prensa Draily WEAT 03
E1E special Wi eekly
El Muewvo Hudson W eekly
El Tiempo Wi eekly
E1 ¥ acero Draily
Itmpacta L atit M ewr s Wi eekly
La Tribuna Hispana T8 A W eekly
La¥V oz Hispana Wi eekly
Iilensaje W eekly
Moticiaz del Munda D aily

Sowoe: Stateqy Resamh Comoration, 1992
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Cleveland, OHIO

Primero Ic Metro Area

CUE AN

AMER ICAN
300 CENTRAL & SOUTH
AMER ICAN
2%

0 los M

! A MERICAN
POPLILATION Y AMEE'IJEAN
75,200 ;

PUERTC RICANM
6 5%

COMPOSITION OF THE LATINO POPULATION

HISPANIC HOUSEHOLDS
HisraNIC TELEVISION, RADIO, AND NEWSPAPERS

F o Tiaia hailatie Mo Data Availakle ‘Mo Data Available

Mo Data Available

Primero Ic

Soure : Shategy Resarmh Comoration, 1998
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Portland, OREGON

Metro Area

CEMTRAL & ZOUTH
AMERICAN
12%0

PUERT®

RICAM
CTHER 4%
16%0
o
NON-HI SPANIC
POPULATION
2,557,200

ME=TCAN
AMERICAN
68%0

COMPOSITION OF THE LATINO POPULATION

HISPANIC HOUSEHOLDS

HisPANIC TELEVISI@H, RADIO, AND NEWSPAPERS

TELEWVISION RADAOD

STATION ETATION Dl POSITION STATION Dl POSITION

CHANNEL AM FM

KEI 58 KUK 1360 N Diata Availabis
NEWSPAPER

KWEY 040
MNAME PUBLISHED
FlHisparic Hews Weekly

Sowme: Strategy Resamh Comoration, 1998
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Philadelphia, PENNSYLVANIA

Metro Area

ME X ICAN
CLIB AN AMERICAN
AMERICAN 50,
0
CENTRAL &

SOUTH
AMERICAN
2%
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APPENDIX 1

COMMUNICATING WITH HispANIC/LATINO
CUSTOMERS

A Qualitative Study Among Hispanic/Latino Community
Leaders at Targeted Sites about Child Support Enforcement’

Executive Summary

Hispanics are the fastest growing segment of the US population. Recently
reported population Census patterns show they are concentrated in 10
states and in many large metropolitan areas, rather than constituting a
fixed population pattern of 10 percent across the country.

With US Census data indicating that there are over 1.2 million custodial
parents of Hispanic/Latino origin—and that child support collection rates
are 35% for Hispanic/Latino mothers in contrast to 64% for White
mothers—the national Office of Child Support Enforcement (OCSE) is
employing a “marketing” approach to Hispanic/Latino customer service
and customer satisfaction. This is to be able to provide technical
assistance in these areas to assist States and communities to address
outreach to this segment of the OCSE customer service base. Effective
“marketing” means knowing about Hispanic/Latino child support
customers—where they live across the country, and how to communicate
with them and provide the information and services to achieve Office of
Child Support Enforcement (OCSE) goals.

A critical information and services conduit to Hispanic/Latino families is
the Hispanic/Latino community-based organization (CBO). There are
over 6,000 Hispanic/Latino CBOs in the United States. Some are national

1. HMA Associates. Communicating with Latino Customers: A Qualitative Study Among Latino
Hispanic/Latino Community Leaders in Washington DC, New York NY, Miami FL, Los Angeles
CA, San Antonio TX About Child Support Enforcement. 1998
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in scope, but most are, as the name implies, community-based. This
research study employing focus groups was undertaken to gather
qualitative data from Hispanic/Latino CBO leaders about child support
enforcement and their community. This data will augment Hispanic/
Latino “market” data pinpointing where Hispanics/Latinos live, and be
used to develop an OCSE Guide for effective communications with
Hispanic/Latino customers.

Focus groups were conducted by the national Office of Child Support
Enforcement at five targeted sites. Hispanic/Latino community
organization leaders in San Antonio, Texas, Los Angeles, California,
Washington DC, New York, New York, and Miami, Florida discussed how
to communicate more effectively with Hispanic/Latino customers, the
type of child support information needed and value of partnering with
CBOs. The focus group participants collectively represented a cross
section of community leaders from the health, education, social service,
judicial and multi-service agencies serving Hispanic/Latino communities.
They identified themselves as Mexican Americans, Puerto Ricans, South
and Central Americans, Cuban Americans and some, a combination of
Hispanic/Latino groups.

A primary goal of the study was to find out what they know about child
support enforcement and the services available, and what kind of CSE
information they receive. The focus groups also discussed Hispanic/
Latino attitudes about child support, and enforcement, and whether there
any barriers that should be known. The value of Hispanic/Latino
community organization partnering with Child Support Enforcement
Offices as a viable means of information dissemination and outreach to
Hispanic/Latino parents was another topic of the focus groups.
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FOCUS GROUP FINDINGS
Child Support Enforcement Information Dissemination

About half of the Hispanic/Latino community leaders indicated that there
is a general lack of knowledge about child support enforcement
requirements, services and new PRWORA (Welfare Reform) provisions.
Hispanic/Latino communities across the country usually do not have
specific information that the State and local agencies can provide a
number of child support services, and that application for Temporary
Assistance to Needy Families (TANF) mandates pursuing child support
remedies first before assistance can be considered.

There is concern that Hispanic/Latino non-custodial parents are at risk of
not knowing about the new Welfare Reform provisions and the
consequences (license revocation and jail) of failing to meet child support
requirements.

Latino Community-Based Organizations, Sources of CSE Information

Presently, CBO leaders primarily rely on trusted family, friends and
colleagues from within and outside the CBOs and “child related”
programs to obtain information about child support enforcement. They
do not receive CSE information directly.

CBO Knowledge about CSE Laws and Access to Services

The community leaders reiterated that the child support enforcement
system nationally and in the States, needs to have at least a basic
knowledge about and an understanding of Hispanic/Latino customers in
their communities, and the role of the Hispanic/Latino community-based
organizations, primarily in the social services area. This would assist them
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to plan for Hispanic/Latino outreach and enforcement that they need. The
services available to non-custodial parents are especially needed, as well
as ensuring non-custodial parents understand the consequences of not
paying child support.

How to Communicate CSE Requirements and Availability of Services

Communicating child support enforcement (CSE) requirements and
program services to the Hispanic/Latino communities across the nation is
not a matter of mere translation into the Spanish-language of material in
English. This is not effective because literal translations will not say what
isintended in English. It was pointed out that Hispanic/Latino CBOs need
the CSE information in English also. Depending on the part of the country,
information in Spanish may be needed more than in other parts. It is
important to know the CSE Hispanic/Latino “market”—where CSE
information is needed in general and where Spanish-language materials
are necessary to inform Hispanic/Latino customers. The CBOs are in a
position to provide assistance in this regard.

Spanish-language adaptations at appropriate literacy levels, rather than
literal translations are most effective. In States and communities with large
Hispanic/Latino residents, dissemination of CSE information is most
effective in both Spanish and English through Hispanic/Latino media:
Radio and TV PSAs, posters, and ads with visuals in Hispanic/Latino
magazines, and Hispanic/Latino newspapers. Pamphlets and brochures
unless “marketed” in the right places do not get to their intended readers.
CBO leaders felt that this type of “marketing”—targeting where to send the
information, in this case, to Hispanic/Latino community-based
organizations—will help the parents and also help the child support
enforcement network to increase Hispanic/Latino child support
collections and paternities.
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The Content of the Information for Hispanics/Latinos is Important

Positive and non-threatening CSE services information for Hispanic/
Latino custodial parents is more likely to be accepted and acted upon,
and is needed at all focus group locations.

Tailored messages in Spanish and English, with consideration to cultural
values and beliefs that Hispanics/Latinos attach to the role of the family
and extended family relationships such as “respeto” (respect),
“personalismo” (personalism), and certain child support related words in
Spanish, such as “obligacién (obligation), “palabra” (word of honor), and
“cumplir” (meeting an obligation)—are more effective.

The CBO leaders focused on the following:

Use of Spanish and English-Language. In certain states and communities,
there is a need for culturally relevant Spanish and English-language child
support information for Hispanic/Latino customers viathe CBOs and the
popular local media in Spanish and English, and for bilingual staff that
can explain the CSE program.

Obtain a Local Hispanic/Latino Profile. States and communities will
benefit in terms of increased collections and paternities if they expand
their baseline knowledge about their Hispanic/Latino community(ies),
such as population composition and socio-economic factors,
educational levels, language preference, income and employment. It
would also be useful to know about historical or local issues that could
hinder some Hispanics/Latinos from seeking services or cause them not
to (be able to) comply with requirements. For example, some CBO
leaders who have had contact with CSE offices perceived their
experiences as disrespectful. They reported that CBO clients who have
had contact with child support offices perceived their experiences as
disrespectful.
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Understanding Important Cultural Perceptions. Child support, like
divorce, appears to be a private matter within the Hispanic/Latino
community. Thus parents are more likely to first seek advice, supportand
assistance about child support matters from family members, friends,
neighbors, “compadres” (godparents) or community leaders that they
trust. Use of the traditional Hispanic/Latino avenues of information
dissemination is very effective for other social programs. Partnering with
the CBOs would be beneficial to the Hispanic/Latino communities and to
CSE agencies.

Attention to and Understanding of Stressors. A consideration of cultural
factors operantin a particular Hispanic/Latino community is needed, such
as understanding that when information about child support enforcement
is not available to Hispanic/Latino custodial and non-custodial parents
about how the system works, it creates stressors on top of those
experienced by some parents—those created by severe economic
hardships and for some, fear of domestic violence. Consulting with local
CBOs is “good business” about how to provide information about
PRWORA requirements and its protections is recommended.

The Value of Building Partnerships with Hispanic/Latino CBOs.
Hispanic/Latino community leaders expressed a keen interest in
partnering with local Child Support Enforcement Offices to disseminate
child support materials in their communities. They recommended jointly
designed advisory panels to assist child support agencies to develop
culturally effective plans and outreach strategies for their communities to
target Hispanic/Latino parents to increase collections and establish
paternities. They are interested in researching why collection rates are
lower for Hispanic/Latino mothers and what can be done to raise them.
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An OCSE Guide for Effective Communications with Hispanic/Latino
Parents. The community leader participants agreed that an important step
forward to help the CSE system to build a national information base about
Hispanics/Latinos that can be used to develop CSE information for
Hispanic/Latino communities is to develop a Guide. This type of resource,
coupled with partnering with the local CBOs, would make a meaningful
impact in their communities.

Hispanic/Latino Community Leaders’ Recommendations. The
community leaders also recommended developing specific plans and
strategies that would include:

¢ Annual CSE Packets to Local Hispanic/Latino CBOs

Sending a package at least once a year, such as the IRS sends every
year to the community-based organizations. This was mentioned
as the most effective way to ensure that child support enforcement
information becomes available to the Hispanic/Latino communities
throughout a State. They suggested following the same IRS format:
Send annually, written and audiovisual information for the CBOs
to share with their clients and which can also be used to coordinate
CSE workshops and seminars. Both English and Spanish materials
are needed. Include names of contact persons.

X/

% Provide CSE Speakers at Hispanic/Latino Community Events

Latino community leaders highly recommended that CSE officials
make presentations at Hispanic/Latino community centers, PTA
meetings, and at sex education classes at junior and senior high
schools, etc. They offered to provide calendars of events for their
centers and to assist in obtaining others pertinent to State and local
child support agencies.
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< Provide CBO with “Train the Trainer” CSE Sessions

Latino community leaders expressed an interest in being “trained”
by CSE officials in formal sessions about the new child support
requirements and protections they should know about so that they
can provide better information and referrals to CSE offices at the
community level.

% Integrate CSE Information into Existing Opportunities

The Hispanic/Latino community leaders suggested jointly
assessing with State and local CSE officials which assemblies and
sessions would be good opportunities to talk to or provide
information about child support enforcement directly to parents
who are divorcing. There are other community networks and
venues that would be excellent opportunities for outreach to
Hispanic/Latino parents.
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APPENDIX 2

CusTtOMER SATISFACTION Focus GRrRouPs

A Qualitative Study Among Hispanic/Latino Child Support
Enforcement Limited English Proficiency Customers !

Executive Summary

Since US Census data indicated that there are over 1.2 million custodial
parents of Hispanic/Latino origin, and that child support collection rates
are 35 percent for Hispanic/Latino mothers in contrast to 64 percent for
White mothers, the national Office of Child Support Enforcement
conducted focus groups with Hispanic/Latino custodial and non-
custodial parents on issues related to customer satisfaction. This included
reactions to a proposed customer satisfaction survey.

In 1998, the HHS Office of Child Support Enforcement conducted focus
groups at three sites. Spanish-speaking or limited English proficiency
custodial and non-custodial parents in Homestead, FL, in the Miami
metropolitan area, in Falls Church, VA, in the Washington DC
metropolitan area, and in Burlingame, CA, in the San Francisco
metropolitan area, filled out a proposed survey that was translated into
Spanish. They also discussed subjects related to survey questions. These
included how to communicate more effectively with custodial and non-
custodial parents about child support enforcement services and to
increase child support collections. The focus groups were conducted in
Spanish. Federal Central and Regional office, State, and contractor child
support staff participated as observers.

The primary goal of the study was to test the customer satisfaction survey
with Hispanic/Latino parents and discuss general issues related to child
support enforcement. The survey included questions about telephone

1. HMA Associates. Child Support Enforcement Customer Satisfaction Focus Group Forums for
Limited English Proficiency Customers in Homestead FL, Falls Church VA, and Burlingame CA.
1998
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contact, visits to child support offices, satisfaction with the telephone and
office contacts, and the information received. It also asked whether case
files were up to date, the timeliness of information requests, convenience
of office locations, whether the customer was treated respectfully, about
reception areas, regard for family privacy, and whether forms and materials
were easy to understand.

Regarding receiving payments, the survey asked about their timeliness,
whether delays were encountered, and whether staff explained clearly
about what a family could expect regarding agency services.

Another area surveyed was whether information provided was followed
up quickly, that the case file was handled in a timely manner, that written
materials such as letters and payment records were easy to understand,
and whether problem resolution was timely.

The focus group participants also discussed whether they had
encountered barriers to receiving information or services, and what they
recommended would be helpful to them.

Focus Group Findings

Reactions to the Customer Service Survey

The majority of the participants indicated that the survey was difficult for
them to understand even though it was in Spanish. For example the

concept of customer satisfaction was used throughout the survey, but not
defined so they could more easily answer the questions.
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Knowledge of Child Support Enforcement Laws

The majority of the participants were generally aware about child support
enforcement. However they did not know about specific child support
enforcement laws, particularly new Welfare Reform provisions. Almost
none of the participants at any of the sites knew about TANF (Temporary
Assistance for Needy Families) or received TANF.

Knowledge about Child Support Enforcement Services

Although most of the participants knew about child support enforcement,
they did not know about specific services provided by child support
enforcement offices, such as establishing paternity or how to obtain a
child support order.

Familiarity with Child Support Enforcement Office Locations

Most of the participants at each site did not know where the local child
support offices were located.

Familiarity with Child Support Publications

Almost none of the participants knew that there were child support
enforcement publications or other information available, nor that there
might be Spanish-language materials.

“Mi Familia, Nuestra Vida” Handbook

Almost all of the focus group participants had not seen the “Mi Familia,
Nuestra Vida” child support enforcement handbook. When given to
them to review, it was well received. They indicated however, that they
would prefer a shorter, more basic bilingual version.
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Barriers to Accessing Child Support Services

Participants who had current cases, when asked what obstacles they had
encountered, mentioned most often:

o Received rude and disrespectful treatment by CSE staff

5w Difficulty in getting a “live” person on the phone

<> Fear of automated telephone response systems

<> Child support agency hours conflicting with work schedules

o Did not have information about child support and services

o Cases taking too long to be processed after providing information
<> Lack of follow-through on services by child support staff

Access to the Internet

Only one participant knew that child support information was available
on the Internet, but could not access it personally. They did not appear to
have easy access to the Internet in general.

Communicating CSE Requirements and Availability of Services

Latino custodial and non-custodial parents in the focus groups indicated
that there is a need to target communications about child support
enforcement services in their communities. They felt that solving this
communications barrier would enable them to take steps to collect child
support for their children.

The participants at all three sites corroborated what the Hispanic/Latino
community-based organization leaders said in other child support
enforcement focus groups—that there is a lack of knowledge generally
about child support enforcement requirements and, particularly about
specific services available to Hispanic/Latino customers.
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They suggested that to reach out to Hispanic/Latino parents effectively,
consideration be given to providing child support enforcement
information in English and Spanish, highlighting services and information
that they need to work with child support staff. Most of the parents
indicated that they did not have time to read a comprehensive document
such as the “Mi Familia, Nuestra Vida” handbook with case studies and
legal provisions. They said they needed more basic information.

The focus group participants felt that attention should be paid to
understanding that Hispanic/Latino parents often perceive rudeness and
lack of respect as a form of discrimination. But, that these might stem from
communication problems.

There was a lot of discussion that communicating child support
enforcement services to Hispanic/Latino parents by translating English
brochures and booklets into Spanish is not effective. Adapting materials
to make them culturally relevant, and writing them at appropriate literacy
levels, was suggested to make the greatest communication impact to help
Hispanic/Latino parents to access CSE services and be able to talk to
caseworkers.

To reach non-custodial parents with messages about child support, they
said that consideration be given to incorporating cultural values and
beliefs that Hispanics/Latinos attach to the role of the father, such as
“obligacién” (obligation), “palabra” (your word), “honor” (your honor),
and “responsabilidad” (responsibility).

To help custodial parents access child support enforcement services they
recommended that the value that Hispanics/Latinos place on the concept
of “familia” (family) be part of the message. In other words, the importance
of both parents’ involvement in the upbringing of children for the sake of
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the family’s well being could be stressed.

They said that excellent places for disseminating child support
enforcement information are local Hispanic/Latino community centers
where parents often go for a number of events or classes, including
parenting classes.

Focus Group Recommendations
The Survey

Although the survey was translated into Spanish, terms such as “customer
satisfaction” and other child support terms needed to be defined so
questions could be answered. The number of times a person called the
office over a period of time was not considered as important as whether
they had received child support enforcement information or services they
needed. They feltthat they answered some questions negatively because
they did not understand automated telephone systems or where to call to
talk directly to a person at a child support office.

They suggested that the survey be provided in a bilingual version. They
asked it be provided in a concise format, with a summary of CSE services
and other pertinent local information, such as the location of child support
offices, office hours, telephone numbers, the purpose of the automated
system(s), etc., that they could keep after answering the questions.

Need for Information

The participants noted the need to make specific information available to
all Hispanic/Latino customers about child support enforcement services
and where to find the child support offices. They suggested that
information about support orders and visitation be made available to non-
custodial parents.
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Customer Satisfaction

Some of the recommendations made applied in general: That office hours
at child support offices be extended to provide working parents with the
opportunity to access CSE services; that case processing time be
accelerated in order not to discourage Hispanic/Latino parents from
utilizing child support services; and that communications with Hispanic/
Latino customers needed improvement. Perceived communications
barriers created feelings of experiencing rudeness or being disrespected.

How to Communicate

The focus group participants suggested that the most effective way to
communicate child support enforcement information was through
(Latino) television and radio. The need was raised for providing basic
child support written materials in less legal language, for materials in
Spanish and English, as well as in letters and payment records. They
wanted the child support terms they need to know defined.

They said that the Internet was not an effective way for them to receive
information since they did not have access to it. It was noted that most
custodial and non-custodial parents would probably not have the
resources to even own a computer.

They liked “Mi Familia, Nuestra Vida,” but they wanted a shortened
version in English and Spanish; one that highlighted requirements,
services and other basic information, rather than primarily case histories.

Another venue mentioned often, for providing child support information
and making presentations where questions could be asked by the parents,
was local Hispanic/Latino community centers.
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None of the participants at the three sites liked the idea of a Hispanic/
Latino celebrity delivering a child support message. They said they prefer
a “regular person” they can relate to, preferably one who has experienced
the hardships and suffering associated with being a custodial parent or
with not complying with child support orders.

Focus Group Sites
Mujer, Inc. (Woman, Inc.)

This organization in Homestead, FL helps women and families to
enhance interpersonal communication skills to strengthen relationships.
It partners with other community organizations to improve services to
Hispanic/Latino women and children. Its hallmark program is the family
preservation program. Mujer, Inc. serves rural migrant families.

Homestead, FL is in the Miami metropolitan area. Miami is the third largest
Hispanic/Latino metropolitan area with 1.36 million Hispanics/Latinos. It
represents 37 percent of Hispanics/Latinos in Florida. The population less
than 18 years of age is 463 thousand persons.

Comité Hispano de Virginia (The Hispanic Committee of Virginia)

The Comité is dedicated to helping Hispanics/Latinos to understand and
access the American culture and system. Since 1967 it has provided a
wide-range of services to Hispanic/Latino and other limited English
proficiency persons in Northern Virginia.

It is described as a resource and strength for the Hispanic/Latino
community, treating people with dignity, listening carefully on how to
help them, and enabling them to get results for themselves. Community
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outreach staff provide clients with services such as cultural orientation,
assistance in applying for benefits, referrals, crisis intervention and
emergency financial assistance. The Comité serves primarily Central and
South American customers.

Falls Church, VA is a suburb of the Washington DC metropolitan area
where over 300 thousand Hispanics/Latinos live. It is the 19th largest
Hispanic/Latino area in the country and one of the fastest growing. Italso
is one of the most diverse Hispanic/Latino groups in terms of the origin of
its members.

Nuestro Canto de Salud (Our Song of Health)

Nuestro Canto serves the Hispanic/Latino community in San Mateo
County, CA by promoting leadership development, increasing
educational and employment opportunities, and access to quality health
care. As part of its mission this organization provides bilingual and
bicultural outreach and education on family support services and chronic
diseases. It serves a primarily Mexican American clientele.

Burlingame, CA is in the fourth largest Hispanic/Latino metro area in the
country, San Francisco. San Francisco has a population of over 1.1 million
Hispanics/Latinos. It represents 17 percent of the Hispanic/Latino
population in California.
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APPENDIX 3

NATIONAL AND COMMUNITY RESOURCES

The following list of national and community organizations represents
only afew that can be contacted. This is notan exhaustive list. Acomplete
listing can be found in the Anuario Hispano listed under Sources in
Appendix 4 on page 183.

National Hispanic/Latino Organizations

ASPIRA Association, Inc.
1444 | Street, NW

Suite 800

Washington, DC 20005
(202) 835-3600

(202) 835-3613 (fax)
E-mail: aspiral@aol.com

AVANCE Family Support and Education Program
301 South Frio, Suite 380

San Antonio, TX 78207-4425

(210) 270-4630

(210) 270-4612 (fax)

E-mail: www.avance.org

Congressional Hispanic Caucus Institute, Inc.
(nonpartisan)

504 C Street NE

Washington, DC 20002

(202) 546-1771

(202) 546-2143

E-mail: chci@chci.org

Internet: http://www.chci.org
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Cuban American National Council (CNC)
1223 SW 4th Street

Miami, FL 33135

(305) 642-3484

(305)642-7463 (fax)

Self Reliance Foundation / Hispanic Radio Network, Inc.
518 C Street NE

Washington, DC 20002

(202) 637-8800

(202) 547-2976 (fax)

Internet: http://www.hrn.org

LULAC National Educational Service Centers, Inc. (LNESC)
1133 20th Street, NW, Suite 750

Washington, DC 20036

(202) 408-0060

(202) 408-0064 (fax)

E-mail: Lnescnat@aol.com

Mexican American Women’s National Association (MANA)
1725 K Street, NW, Suite 501

Washington, DC 20006

(202) 833-0060

(202)496-0588 (fax)

E-mail: HERMANA2@aol.com

Mexican American Legal Defense and Educational Fund (MALDEF)
634 South Spring Street

Los Angeles, CA 90014

(213) 629-2512

(213) 629-0266 (fax)
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National Association of Latino Elected Officials (NALEO)
(nonpartisan)

514 C Street NE

Washington DC 20002

(202) 546-2536

(202)546-4121 (fax)

E-mail: avargas@naleo.org

Internet: http://www.NALEO.org

National Coalition of Hispanic Health & Human Services
Organization (COSSMHO)

1501 16th Street, NW

Washington DC 20036

(202) 387-5000

(202) 797-4353 (fax)

E-mail: www.cossmho.org

National Council of La Raza (NCLR)
1111 19th Street, NW, Suite 1000
Washington DC 20036

(202) 785-1670

(202) 776-1792 (fax)

E-mail: nclr@org.com

National Latino Children’s Institute
1412 West Sixth Street

Austin, TX 78703

(512) 472-9971

(512) 472-5845 (fax)

E-mail: nlca@inetport.com
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National Puerto Rican Coalition
1700 K Street NW, Suite 500
Washington DC 20006

(202) 223-3915

(202) 429-2223 (fax)

Puerto Rican Association for Community Affairs (PRACA)
61 Broadway 12th Floor

New York, NY 10006

(212) 510-0900

(212) 422-6731 (fax)
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State and Community

Alianza Dominicana, Inc.
2410 Amersterdam Avenue
2nd Floor

New York, NY 10033

(212) 740-7600

(212) 740-3741 (fax)

E-mail: adomi@earthlink.com

Asociacion de Puertorriqueios en Marcha, Inc. (APM)
2147 North 6th Street

Philadelphia, PA 19122

(215) 235-6788

(215) 232-9450 (fax)

AYUDA, Inc.

1736 Columbia Road, NW
Washington, DC 20009
(202) 387-4848

(202) 387-0324 (fax)

E-mail: immayuda@erols.com

Bienvenidos Family Services
5233 East Beverly Boulevard
Los Angeles, CA 90022
(213) 728-9577

(213) 728-3483 (fax)
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Casa Latina, Inc.

219 Main Street
Northampton, MA 01060
(413) 586-1569

(413) 586-1597 (fax)

Casa Del Pueblo

1459 Columbia Road, NW
Washington, DC 20009
(202) 332-1082

(202) 667-7783 (fax)

E-mail: CDelpueblo@aol.com

Centro de La Familia
320 West 200 South
Suite 300-B

Salt Lake City, UT 84101
(801) 521-4473

(801) 521-6242 (fax)

Centro de Ninos

379 South Loma Drive
Los Angeles, CA 90017
(213) 484-1515

(213) 484-0880 (fax)

Circulo de La Vida Familiar
400 East Simpson, Suite 200
Lafayette, CO 80026

(303) 661-0433

(303) 661-0818 (fax)

178



DC Barrios Unidos

1612 K Street, NW, Suite 1100
Washington, DC 20006

(202) 424-6309

(202) 898-4707 (fax)

Division of Latino Affairs Department of Human Rights
Lucas State Office Building

1st Floor

De Moines, IA 50319

(515) 281-4080

(515) 242-6119 or (515) 281-5675 (fax)

E-mail: stijeri@max.state.ia.us

El Centro Chicano

University of Southern California
University Park Campus

300 34th Street

Los Angeles, CA 90089-2991
(213) 740-1480

(213) 745-6721 (fax)

E-mail: aamaya@mizar.usc.edu

Families in Partnership

Office of Child Development
2200 University Boulevard, SE
Albuquerque, NM 87106
(505) 767-6500

(505) 767-6525 (fax)
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Family Focus / Nuestra Familia
1701 South Suprior Street
Chicago, IL 60622

(312) 563-5815

(312) 633-9169 (fax)

Hispanic Women’s Council of California
3509 West Beverly Boulevard
Montebello CA 90640

(213) 728-9991

(213) 725-0939 (fax)

Hispanic Community Foundation
50 California Street, Suite 440

San Francisco, CA 94111

(415) 981-8421

(415) 981-8422 (fax)

E-mail: info@hispanicfoundation.org

Hispanic Committee of Virginia
5827 Columbia Pike, 2nd floor
Falls Church, VA 22041

(703) 671-5666

(703) 671-2325 (fax)

Latino Institute

14th East Jackson Boulevard
Suite 1220

Chicago, IL 60604

(312) 663-3603

(312) 663-4023 (fax)

E-mail: latinoinstitute.org
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Latino Issues Forum
1535 Mission Street

San Francisco, CA 94103
(415) 284-7220

(415) 284-7210 (fax)
E-mail: greenlining.org

Little Havana Activities &

Nutrition Centers of Dade County Inc.
700 South West 8th Street

Miami, FL 33130

(305) 858-0887

(305) 854-2226 (fax)

Los Nifnos

287 G Street

Chula Vista, CA 91910

(619) 426-9110

(619) 426-6664 (fax)

E-mail: losninoselectricity.com

MUJER Inc.

211 South Homestead Boulevard
Homestead, FL 33090

(305) 247-1388

(305)247-1362 (fax)

E-mail: mujerinc@bellsouth.net
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Nevada Association of Latin Americans (NALA)
323 North Maryland Parkway

Las Vegas, NV 89101-3130

(702) 382-6252

(702) 383-7021 (fax)

Nuestro Canto De Salud

Project of El Concilio of San Mateo County
1419 Burlingame Avenue, Suite N
Burlingame, CA 94010

(650) 373-1080

(650) 373-1090 (fax)

Oregon Council for Hispanic Advancement (OCHA)
108 NW 9th

Suite 201

Portland, OR 97209

(503) 228-4131

(505) 228-0710 (fax)
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APPENDIX 4

SOURCES

1998 Anuario Hispano-Hispanic Yearbook
T.L.Y.M. Publishing Company, Inc.

1489 Chain Bridge Road, #200

MclLean, VA 22101

(703) 734-1632

(703) 356-0787 (fax)

http://www.tiym.com

Hispanic Market Handbook
Gale Research, Incorporated
835 Penobscot Building
Detroit, Ml 48226-4094

Media Kit by the Hispanic/Latino Print Network
Hispanics—Latinos: Diverse People in a Multicultural Society
National Association of Hispanic/Latino Publications

652 National Press Building

Washington, DC 20045

(202) 662-7250

(202 662-7254 (fax)

Email: atobar@nahp.org

1998 US Hispanic Market
Strategy Research Corporation
100 NW 37th Avenue

Miami, FL 33125

(800) 741-5441
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