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Progress Report on Improving the Title IV-D
Child Support Program

Executive Summary

In 1999, the Legidature enacted SB 368 which, among other things, requires the Office
of the Attorney General (OAG) to report on its progress toward significantly improving
the performance of its Child Support Division. Thefollowing report has been prepared to
comply with the legidation. It will show that, among other accomplishments, the OAG

has:

Improved therate at whichit respondsto customer telephoneinquiries, going from
14 percent in 1998 to 95 percent in 2000,

Collected $1.029 hillion in child support in state fiscal year 2000, a 36 percent
increase in production over 1998,

Transitioned to the Y ear 2000 with no complaints about computer or telecommu-
nication systems failures due to Y 2K unpreparedness,

Substantially increased the availability of its computer system,

Successfully implemented thefederally mandated State Disbursement Unit (SDU)
on time,

Reached out to other agencies and counties involved in the child support process
to involve them in strategic partnerships, and

Reduced State Office FTES 19 percent and redeployed them to itsfield offices to
better serve its customers.

Theseaccomplishments are only asmall part of aconcerted effort to improve the delivery
of child support services undertaken since 1999. They are aso examples of six major
areas in which the program has achieved significant improvement:

Customer sarvice,

Program performance,

Computer system issues,

Federal welfare reform implementation,
Business practices and organization, and
Collaboration with other agencies and counties.

Thisreport isorganized around these six broad categories. It detailsthe progressmadein
each one, paying particular attention to the program’s implementation of the Sunset
Commission’ smanagement recommendationsand the statutory mandatesfound in SB 368.
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The Problem

Prompted by numerous complaints about the state’s Title IV-D Child Support Program,
the Legidature in 1997 instructed the Sunset Commission to conduct a specia program
review, whose main purpose was to determine whether the OAG should continue to bethe
state’sIV-D agency. After the review, which was conducted for the Commission in 1998
by David M. Griffith and Associates, hearings and discussions were held on itsfindings.
Consequently, the Commission recommended that the OAG continue asthe 1V-D agency
for atwo-year probationary period, but that during thistimeit had to substantially improve
performance. In 1999, the Legislature adopted many of the Sunset Commission's
recommendations in SB 368, which, among other things, requires the OAG to report on
its progress toward improving the delivery of child support services. Todo so, the OAG
has prepared the following report, which documentsthe solid improvement achieved by its
Child Support Division since 1999. The first section describes the progress made in the
program’s biggest shortcoming—customer service.

Improving Customer Service
Prior to 1999, the most glaring deficiency of the division wasits poor record of customer
service. To remedy this problem, newly-elected Attorney General John Cornyn made
customer service Child Support’ snumber one priority. These efforts have borne abundant
fruit since 1998:
» The telephone answer rate, which was abysmally low, is now comparable to the
answer rate of private businesses,
» Customer satisfaction increased by 24 percent,
* An ombudsman was hired to oversee the handling and tracking of customer
complaints,
» Legidative inquiries resulting from constituent complaints declined by about 60
percent, and
* A customer service plan developed with staff and customer input has been
published on the Child Support Intranet.

In addition, the OAG created decentralized Regional Call Centers to more effectively
respond to customer inquiries, madeit possiblefor its Voice Interactive Response System
(VIRS) to accurately forecast when a payment will be sent to custodial parents, and
established an Employer Call Center to answer employer questions about income
withholding.
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Improving Program Performance
Being more customer friendly is important, but only half the job. The Child Support
Program must also meet rigorous program performance standards set by the Legidature.
In 1998, program performance was weak. Four out of seven key performance measures
were below acceptable variance levels; however, in 1999 and 2000 program performance
rebounded strongly. 1n 2000, the OAG:

» collected $1.029 hillion, a 36 percent increase over 1998,

» established paternity for 48,481 children, a 21 percent increase over 1998, and

» established or modified 56,423child support orders, a 23 percent increase over

1998.

In addition it collected more than $155 million through the new automated administrative
income withholding process and met or exceeded al outcome performance standards set
by the L egid ature except one, which has since been discontinued by the L egidative Budget
Board and Governor’s Office.

The program in federa fiscal year 2000 will also qualify for federal incentivesin al five
performance categories. Program performance was especialy strong in the area of
paternity establishment as Texas's paternity establishment percentage exceeded 100
percent in 1999 and 2000.

Resolving Computer System Implementation Issues
The OAG hasworked diligently to address concerns about computer related issues raised
by the Sunset Commission. Asaresult, it:
» Successfully analyzed and tested its computer system in order to make it Y 2K
compliant,
» Embarked on a Financia Process Redesign (FPR) project to simplify disburse-
ment of payments and the order entry process,
* Addressed the “case type” issue so that the case type of al new TANF and
Medicaid referrasis correctly coded,
» Reduced held payments by more than $20 million and began work to resolve
issues that keep money from distributing upon receipt,
* Reduced the time it takes to run adjustments and batch processes on the system,
* Reduced system responsetime from .78 seconds in 1999 to .13 seconds in 2000,
and
* Hired an Information Technology (IT) manager with extensive experience in
overseeing alarge, state agency computer system and consolidated I T operations
under her direction.



Implementing Welfare Reform Mandates
In addition to these computer system issues, the Sunset Commission observed that the
OAG needed to improve itsimplementation of welfare reform requirements, mandated by
the Personal Responsibility and Work Opportunity Reconciliation Act (PRWORA) of
1996. The OAG since 1999 has taken decisive steps to implement these mandates
including the implementation of:
* A State Dishursement Unit (SDU) that met the federal deadline,
* An automated administrative income withholding process,
» Anacknowledgment of paternity (AOP) processthat hasresulted in the voluntary
establishment of paternity for more than 56,000 children in statefiscal year 2000,
* An automated process for sending license suspension notices, and
» Anaccess and visitation project that funnels more than $650,000 to local access
and visitation programs.

Additionaly it isin the process of implementing other welfare reform mandates including
the Financial Ingtitution Data Match (FIDM) and automated liens.

Welfare reform also requires extensive changes to the way the OAG disburses arrears
collected in former TANF cases. These changes have been divided into three phases.
Phase 1 is complete, Phase 2 isin progress with about $11 million disbursed so far, and
Phase 3 has been folded into the Financia Process Redesign project with completion
estimated to be March 2001.

Improving Child Support Through Collaboration
The Commission also recommended improvement in the OAG collaboration efforts with
other agencies and local governments involved in child support. In response, the OAG:

» Organized awork group on strategic partnerships and information sharing that
included staff from other agencies,

 Worked with the Texas Workforce Commission (TWC) to establish a
noncustodial parent job referral project and to el ectronically transfer information
to TWC that it will use to conduct Welfare to Work outreach,

» Expanded the SDU advisory group of county officials and established a schedule
of regular meetings to ensure that county issues regarding the Child Support
Program are addressed,

» Enrolled 148,839 Medicaid children in private health insurance plans,

»  Worked with the Department of Protective and Regulatory Services (PRS) to
streamline the handling of foster care child support cases, which resulted in foster
care collections exceeding $1 million for the first time,

» Signed a memorandum of understanding with the DHS to improve the exchange
of information between the two agencies and to implement new non-cooperation
procedures, and

*  Worked with the Office of Court Administration (OCA) to implement a court
monitor pilot program.

vi



The OAG has also worked with countiesto improve the delivery of child support services.
It has implemented online record access projectsthat are eligiblefor federal funding at the
66% reimbursement rateand madeit possiblefor countiesto receivefederal reimbursement
for providing child support customer service.

Child Support staff have been meeting regularly with an advisory group of county officias,
whose focus has been on the implementation of the SDU. This group has provided
valuable insight into the impact that the SDU will have on counties, and the OAG has
worked with this group to lessen the impact. In response to county concerns, the OAG
succeeded in obtaining an exemption from federal regulations that allows those counties
that wish to do so to continue disbursing child support paymentsthrough an electronically
linked system. The OAG has aso signed a contract smilar to the Bexar County
cooperative agreement with Tarrant County to provide enforcement servicesin cases that
will become IV-D cases by operation of local rule.

Improving Business Practices and Organization
The Sunset Commission recommended ways that the OAG could improve its Child
Support business practices and organization. In response the OAG has:
» Downsized State Office by 19 percent since January 1999,
o Decentralized State Office functions,
* Redeployed more than 100 State Office FTEs to field offices,
» Upgraded the management and oversight of its legal resources,
» Strengthened the Program Monitoring section’s position within the organization,
« Established a Contracts Administration section,
* Issued an RFP for obtaining Locate and Asset Search System Online (LASSO, a
consolidated locate data base),
* Reviewed the functionality of TXCSES in order to automate child support field
office tasks, and
» Submitted aPolicy Inquiry Question (PIQ), which requested clarificationonwhich
locate resources are mandatory under the Expanded Federal Parent Locator
Serviceto the U.S. Office of Child Support Enforcement (OCSE).

The OAG aso has begun work on preparing the reports to the Legislature and Sunset
Commission required by SB 368.

Conclusion

Even though much has been accomplished toward improving the program, much work
remains. The OAG has had to prioritize its initiatives for improvement in order to
effectively leverageitsresources. However, the complexity of some of theinitiativeswith
high priority, such as implementation of the SDU, has meant that resources had to be
diverted from initiatives with lower priority. Work to complete these initiatives will
continue; nevertheless, this report shows that the OAG has made genuine improvements
to the Child Support Program and established momentum for further improvements in
fiscal year 2001.
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Child Support Progress Report

I ntroduction

This report documents the progress made by the Office of the Attorney
Genera (OAG) toward improving its Child Support Program. It is a
requirement of SB 368, the omnibus child support bill passed during the 76™
Session of the Texas Legidature, but it is also an opportunity to demon-
stratethe solid advancesthat have been made over thelast year and one-half
in turning the program around and making it more effective at providing
families with the child support services that many so desperately need.

After receiving much criticism about the effectivenessof Texas sTitlelV-D
child support program, the Legidature in 1997 instructed the Sunset
Commission to conduct a review to determine whether the OAG should
continue to administer the program. The Commission contracted with
David M. Griffith and Associates for this purpose. The findings of the
review wereissued in October 1998, and hearings on the findingswere held
by the Commission in November.

Subsequent to the hearings, the Commission’s Chair appointed a work
group to review the findings and make recommendations. The work group
consisted of Commission members staff, Sunset staff, and the new Child
Support management team appointed by incoming Attorney General John
Cornyn, who took office in January 1999.

The work group recommended that the OAG continue to administer the
child support program for a two-year probationary period. However, the
work group also recommended that at the end of thisperiod, the Legidature
would decide whether the OAG should retain the program and that the
Legidature should base its decision on whether the OAG made significant
progressin four areas:

e Customer service,

* Program performance,

» Resolution of computer system issues, and

» Compliance with federal welfare reform mandates.
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The 76" L egislature adopted thisrecommendation as part of SB 368, which
among other things, requiresthe OAG to providethe L egid ature by October
15, 2000 with a progress report on improvement in the Child Support
Program. Theinformation that followsisdesigned to provide acomprehen-
sve summary of the program’ s advancement and the work that remains to
be done.

Recommendations for Improvement

In addition to the two-year probationary period, the work group recom-
mended statutory changes and management actions to improve the Child
Support Program. These recommendations, described as “ solid, workable
approaches to fix and strengthen the child support program,” by the work
group are found in the Sunset Report to the 76" Legislature, Office of the
Attorney General Child Support Division. Most of the statutory recom-
mendations were incorporated into SB 368, which became effective
September 1.  The management actions were to be carried out in two
phases. Implementation of Phase 1 was to begin immediately and Phase 2
after July 1999.

Structure of This Progress Report
This report is divided into six sections with each one representing a major
areathat the OAG isworking to improve:

* Improving Customer Service,

* Improving Program Performance,

* Resolving Computer System Issues,

* Implementing Federal Welfare Reform Mandates,

 Improving Child Support Through Collaboration, and

* Improving Business Practices and Organization.

The first four sections reflect the four areas specifically identified by the
Sunset Commission as requiring significant upgrading. The last two are
broad categories used to organize Sunset recommendations that do not fall
under the first four sections. Each section contains information about the
progressthat the OA G ismaking toward implementing therelevant statutory
mandates, management action recommendations, and other work undertaken
to elevate the level of child support services provided by the OAG.




Child Support Progress Report

Child support
inquiries from
legislators down
by 64 percent

Overview of Sections

Section 1 describes the substantial improvements achieved in customer
service since the new Attorney Genera took office. One of hisfirst moves
was to reorient the culture of the Child Support Division toward customer
service. Oneresult has been that it is now easier for customers to contact
Child Support staff over the telephone to inquire or provide information
about their cases. Prior to 1999, this task was nearly impossible. Out of
frustration, these call ersoften turned for help to their legid ators, who would
then contact Child Support for them. However, as a result of the new
emphasis on customer service these legidative inquiries, asthe chart bel ow
shows, declined sharply going from ahigh of 526 in March 1998 to 187 in
August 2000, a 64 percent drop.

# of Inquiries
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$1.029 billion in
child support
collected

Figure 1: Legidative Child Support Inquiries, FY 1998 - 2000

Section 2 documents the advances made in delivering core child support
services—establishing paternity and establishing and enforcing child
support orders to collect child support payments. In 2000, the OAG
collected $1.029 billion in child support, breaking the billion dollar barrier
for thefirst time and vaulting itself into an elite group of state child support
programs. In addition, an analysisof preliminary national dataindicatesthat
Texas and California showed the highest rate of collection growth among
the states with large caseloads, well above the national average. Paternity
establishments also rebounded strongly from 1998, ayear when the division
failed for thefirst timein ten years to meet its state paternity establishment
performance goal.
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Sunset
Recommendation
#12

Section 3 discusses the progress that the OAG has made in resolving issues
of the Child Support computer system, TXCSES. In addition to success-
fully transitioning to the Y ear 2000, Child Support has:

* reduced batch processing time

* processed adjustments more efficiently,

* improved computer response time, and

* implemented a Financial Process Redesign project to simplify

disbursement of payments to families and the order entry process.

Section 4 examinesthe progressthat the OA G has made toward i mplement-
ing federal welfare reform mandates in the Personal Responsibility and
Work Opportunity Act (PRWORA) of 1996. Providing child support was
seen as a key element in helping families move from welfare to work, and
PRWORA requires states to make extensive and expensive program
upgrades.

Section 5 details the OAG' s collaboration efforts with other state agencies
and counties. The OAG worked with the Texas Workforce Commission
(TWC), Department of Human Services (DHS), the Department of
Protective and Regulatory Services (PRS), and other agencies whose
caseloads overlap with Child Support’s to improve communication, align
procedures, and establish strategic partnerships. It has also sought and
acted ontheadvise of county official sregarding implementation of the State
Disbursement Unit (SDU) and will continue to seek guidance from a
permanent work group of county officials on matters that affect them.

Section 6 reviews the enhanced business practices and organizational
changes that have been implemented since new management assumed
leadership of the program in 1999. The magor emphasis of the new
management has been to redeploy FTEs to the field offices in order to
improvedirect servicesto customers. The program isalso in the process of
re-engineering its field operations, monitoring contracts more effectively,
outsourcing functions, enhancing automation, and obtai ning amoreefficient
locate system.

Implementing Sunset Recommendations

Since assuming the leadership of the Child Support Program, the Attorney
General and his Child Support management team have focused their
attention on making the improvements recommended by the Sunset
Commission and legidators. One of the first tasks undertaken was to
convene a meeting of judges, county officials, Sunset Commission staff,
legidative staff, staff from the Lieutenant Governor’s office, family law
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experts, and representatives from other state agencies to recommend
improvements to the existing administrative processes, the IV-D Masters
Program, and the judicial processes for child support cases. The work
group recommended dight changes to the existing child support review
process, new procedures that streamlined the process for obtaining and
enforcing I1V-D support orders, and measuresfor upgrading the management
of IV-D Magters. These recommendations were subsequently incorporated
into SB 368.

In addition to passing SB 368, the Legislature has assisted greatly in
implementing the improvements documented in this report. For example,
new FTEs were allotted to the program in order to establish the Regional
Call Centers and extra funding was provided for implementation of big-
ticket welfare reform mandates such asthe SDU. This progress report will
show that the OAG is working systematically and methodicaly to fully
implement all of the statutory changesand Sunset Commission management
action recommendations. It begins with the progress made in the area of
most concern—customer service.
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Customer
satisfaction up 12
percentage points

Improving Customer Service

In its report to the Legidature, the Sunset Commission identified Child
Support customer service asameajor problem area. |t raised concerns over
theunreliability of payment datarequested by customersover thetelephone,
inability of customers to contact Child Support staff by telephone,
inadequate telephone center staffing, and lack of a uniform complaint
handling and tracking system. The Commission indicated that asignificant
improvement in customer service and client satisfaction would be a major
determining factor in deciding whether the OAG successfully improved its
Child Support Division during the two-year probationary period.

Asaresult, the Attorney General made improving customer service thetop
priority for the Child Support Division. During thefirst months of his new
adminigtration, the Attorney Genera launched a divison-wide customer
serviceproject totransform the culture of the organization. Magjor strategies
for achieving higher levels of customer services included:

» creating a Child Support customer service plan, which included
mandatory customer service training for all Child Support staff and
specifications and activities to improve service to customers,

* decentralizing the Child Support Call Center,

* hiringan ombudsmanto overseethehandling of customer complaints,

» developing a Child Support interactive web page,

* providing accurate information about when apayment will be sent to
acustodia parent on the Child Support Voice Interactive Response
System (VIRS), and

» providing employers with a dedicated phone line for calling in child
support questions, which most often are about income withholding.

Customer Satisfaction Survey

The results of arecent customer service survey show that these steps are
paying dividends. The 2000 Customer Service Survey, which contained
guestions in eleven broad areas, demonstrates an overall increase in
customer satisfaction from 51 percent to 63 percent for all custodial parents
since the 1998 survey. Thisis an increase of 12 points, which equals an
overal improvement of approximately 24 percent from 1998 to this year.
Respondentsgenerally report that staff treat them with courtesy and respect.
The other areas that show the most improvement in customer satisfaction
according to responses from the survey are:
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» answering the phone and ability to get in touch with the local office
increased 16 points, from 39 percent to 55 percent, representing a4l
percent increase,

» information available via VIRS (the automated phone system)
increased 12 points, from 68 percent to 80 percent, representing a18
percent increase,

* staff responses and explanationsincreased 10 pointsfrom 60 percent
to 70 percent, representing a 17 percent increase,

o dtaff action on cases increased 10 points, from 40 percent to 50
percent, representing a 25 percent increase,

» payment forwarding increased 10 points, from 53 percent to 63
percent, representing a 19 percent increase, and

» the computer system increased 12 points, from 72 percent to 84
percent, representing a 17 percent increase.

The survey was mailed to 4,000 custodia and 7,000 noncustodial parents
in April 2000. The recipients were grouped according to whether the
custodial parent had ever received Temporary Aid to Needy Families
(TANF) and according to whether the noncustodia parent had ever made
a payment in the case. The mailing to noncustodia parents was larger to
account for amuch lower anticipated response rate, especially among non-
paying noncustodial parents. Themailing did infact produce a satisfactory
sample of noncustodial parents and agenerous sample of custodial parents.
Returns from non-paying noncustodia parents were scant, however, as
expected. A truly adequate survey of non-paying noncustodia parents,
although valuable, would be challenging, expensive, and beyond the scope
of aroutine customer satisfaction assessment. Thesurveysfor the custodial
and noncustodial parents were dightly different. Both surveys contained
two index questions, one about overall satisfaction with customer service,
and one about overall satisfaction with child support services. Combined
responses for custodial and noncustodia parents were as follows:

Percent Satisfied: w/ Customer Service w/ Child Support Services
Custodial parents 63% 63%
Noncustodial parents 52% 48%

Table 1: Overall Customer Satisfaction

Eleven questions, shown in the table below, in the 1998 survey were
included in the 2000 survey in an effort to identify areas where changes
have occurred in the level of customer satisfaction. The percentage of
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satisfied customers (or customers agreeing with a positive statement) was
thesameor better for all of these questions. With respect to six of theeleven
guestions, the percentage of custodia parents who were satisfied increased
by ten percent or more. For the other five questions, the percentage of
satisfied customers was about the same or only dightly higher.

Percent of custodial parents who are 1998 2000
satisfied/agree:

The Voice Interactive Response System (VIRS) is 68% 80%
agood way to get case information.

| can usually get through to the local office. 39% 55%
Letters and notices are easy to understand. 85% 87%
Staff answers questions and explains services. 60% 70%
Staff treats me with courtesy and respect. 76% 7%
Staff takes actions needed for my case. 40% 50%
Computer system has improved. 72% 84%
Satisfied with paternity establishment. 82% 82%
Satisfied with locate services. 49% 52%
Satisfied with establishing court order. 54% 57%
Satisfied with forwarding payments. 53% 63%

Table 2: Comparison of Customer Satisfaction Between 1998 and 2000

Among custodial parents, satisfaction varies greatly with the paying status
of the case. Among al custodial parentswith paying cases (whether TANF
or non-TANF), 77 percent are satisfied with child support services versus
38 percent of parents with non-paying cases.

Percent Satisfied: w/ Customer Service w/ Child Support Services
Custodial parents w/ paying cases 73% 7%

Custodial parents w/ non-paying 46% 38%

cases

Table 3: Customer Stisfaction, Paying vs. Non-paying Cases
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Custodial parents with non-paying cases

O Paying 0 Nonpaying

are also much less likely to be satisfied

82%
— 78%

with customer service, but thisresult isa

~
S

—75% 3% bit mideading. There are four questions
about customer service, having to do with

62%

62% staff identifying themselves, answering

guestions and explaining services, treating

customers with courtesy and respect, and

fo | | taking actions needed for the case. The

first three factors are more purely matters

of customer service, or behavior of staff

toward customers. The fourth is more

—| | performance-oriented. And, in fact, it is

Identify

Answer

mainly with respect to this fourth factor
Respect ~ Takeacion  Service that parents differ according to paying

Figure 2: Comparison of Customer Setisfaction between Paying

and Non-paying Cases

Telephone answer
rate up 81 points

status. Figure 2isillustrative. Custodial
parents with non-paying cases are not
much less likely to be satisfied with staff
behavior toward them. However, they are significantly less satisfied that
staff aretaking action in their cases, and this appears to be what they mean
when they report that they are dissatisfied with customer service.

To keep the program focused on customer service, the OAG has adopted
customer service performance standards that it will be reporting to the
Governor’s Office and Legidative Budget Board beginning in state fiscal
year 2002. (Moreiswritten about these new measuresin the next chapter).
The higher levels of customer satisfaction are partially due to the fact that
it iseasier to get through to Child Support staff on the telephone.

Improved Telephone Accessibility

The OAG receives about 1.5 million telephone inquiries per month, and
many of these callers want to speak to a staff member either to obtain or
relay information about their case. Customers most often call about their
payment or case status. Today, the OAG answers nearly 95 percent of
these calls, 81 points higher than in 1998 when the answer rate was an
abysmal 14 percent.

Prior to 1999, callsfrom custodial parentstolocal officeswererouted tothe
Child Support Voice Interactive Response System (VIRS), which gave the
custodial parent the option of obtaining information through VIRS or
speaking to acustomer servicerepresentativein the centralized Call Center,
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Sunset
Recommendation
# 26, third bullet

Sunset
Recommendation
#26, fourth bullet

located in Austin. Many callers wanted to speak to a person rather than a
machine, and as a result, the understaffed Call Center received tens of
thousands calls but were only able to answer atiny fraction. Callers and
elected officials expressed their frustration at this backlog, and Attorney
General Cornyn heard and responded to their concerns.

In order to improve accessibility and local resolution of complaints, a
decision was made to decentralize the Call Center. Anaysisof call traffic
indicated that 60 percent came from Dallas/Tarrant, Harris, Bexar, and
Travis Counties. In each of thefour areas, Regional Call Centers were set
up and fully operational by January 2000. Since then special customer
service centers have al so been established in Beaumont and El Paso to assist
customerswith their telephoneinquiries. Unitsnot supported by aRegional
Call Center have designated customer service staff to handle calls.

The OAG requested additional appropriationsto improve customer service
through implementation of the regiona Call Centers. The Legidature
appropriated $6.5 million for state fiscal year 2000 to fund 114 call center
staff and the technology to support them. In addition, 83 State Office
positions were moved to field positions as designated customer services
staff.

Reporting has been devel oped that allows management to track and analyze
the results of this project. Weekly and monthly reports are provided to
Child Support executive management and field operations staff. The table
below shows the level of performance in the Regional Call Centers from
April through August of state fiscal year 2000. It should be noted that even
though the volume of calls hasincreased by 56 percent over thisfive-month
period, the answer rate remained fairly constant.

10
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Measure April May June July August
Total calls received 122,702 149,866 151,173| 147,173 191,135
Calls answered by a CIR 118,000 141,842 142,760| 132,776 179,871
% answered by CIR 96.2 94.6 94.4 90.2 94.1
Average wait time 29 40 40 NA :35
Abandoned calls 4,648 7,689 8,109| 13,768 10,932
% abandoned 3.8 51 54 94 5.7
Average talk time 3:29 331 314 3:09 3:08

Note: CIR stands for Customer Inquiry Representative
Table 4: Combined Regional Call Center Statistics

Prior to July, the four Regional Call Centers averaged about 750 calls per
hour with peaks of 810 call per hour. However, in July calls increased to
an average of 817 calls per hour. Sincecall center staffing is based on the
750 calls per hour level, performance dipped dlightly in July. The Erlang
formula, which is used by private companies to calculate staffing levels at
their call centers, would require that the Regional Call Centersbe staffed at
130 FTEsto maintain a95 percent answer rate and an average wait time of
under one minute.

However, since the Regiona Call Center staffing levels are capped, the
OAG has chosen to implement two new technologies to boost the answer
rateand reducethewait time. New Graphical User Interface (GUI) screens
and screen pops that alow call center staff to access information more
quickly will shave about 20 seconds off the time it takes to handle calls.
Staff compl eted implementation of the GUI screensin September 2000. The
screen pops will be implemented by the end of December 2000. To
maintain performance equal to that of top private sector call centers, itis
necessary to employ the same technologies they use to keep their perfor-
mance high.

If field offices are included, the answer rate remains equally high. The
overal, statewide answer rate, which includesfield offices, is 94.8 percent,
and ranges from region to region from 92.2 percent to 97.5 percent.

11
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Customer inquiries
remain high even
as service
improves

Even as service improves, customer inquiries have not declined, and in
fact, have recently increased because of the needs of Child Support
customers. One of the main reasons that customers call is to obtain
payment information. Seventy percent of the caseload involves families
who are current or previous recipients of TANF or Medicaid benefits.
Many of these families rely on child support payments as a significant
portion of their monthly income and although they know a income
withholding order isin place, they still call to determine the date they can
expect the payment. Many non-custodial parents not subject to income
withholding make sporadic paymentsand custodial parentscall tofind out
if a payment has been received. The distribution date of the $50 pass
through in TANF cases and IRS intercepts, usualy occurs early in the
month but varies somewhat from month to month. Parentscall to find out
when these payments will distribute.

Customers also frequently call to obtain information on the status of their
case. The child support process can be quite complex and parents have
many questions about how the system works. How an individual caseis
processed depends on a variety of factors. One case may require the full
range of services —locating the parent, establishing paternity and a
support order and enforcing the order. Another case may have a divorce
decreewith an established order, asocial security number and an employer
for the non-custodial parent, allowing enforcement of payment through an
administrative income withholding order. Many parents are unaware that
the process can involve a number of other agencies including the court
system, county officials, employers and child support agencies in other
states.

Other reasons for calls involve various issues like address changes, non-
custodial parentsproviding employment information, and custodial parents
providing locate leads for absent parents. Staff also receive calls from
other entities involved in the child support process.

Thefact that callsremain high isalso indicative of the agency’ simproved
performance. In many waysthe program’ s successesdrivesthe high level
of cals. In August 2000, there were 77,000 more cases with an order for
support and 70,400 more paying cases than in August 1998. This
represents a new pool of cases in which parents expect payments. If
payments are not received in these cases, parentswill call to find out about
the status of enforcement efforts. 1n addition, the successful implementa-
tion of automated income withholding has generated more payments and

12
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Sunset
Recommendation
#10

thusmore payment related calls. Answering callsthat had previously gone
unanswered was a big step toward improving customer service, but it was
only thefirst step. When customers call, they want accurate information
or sometimesthey have acomplaint about the program. To make surethat
these complaints are handled and tracked, the OAG created the Ombuds-
man Program.

Ombudsman and Complaint Tracking

The 1999 Sunset Commission Report recommended that the OAG’ sChild
Support Division establish an Ombudsman Program and develop a
uniform system of tracking complaints. The 76" Legidature enacted
legidation (SB 368) that incorporated the Commission’ s recommendation.

The OAG moved quickly to designate and train staff, develop policy and
procedures, create forms, and design atracking system. In October 1999,
OAG management appointed a State Office Ombudsman to oversee the
handling of complaints throughout the state and designated local ombuds-
men in each of the divison'sregional administrative and field offices. In
conjunction with atwo-day customer servicetraining that all OAG staff are
required to attend during state fiscal year 2000, field office ombudsmen
received an overview of the Ombudsman Program from the State Office
Ombudsman. In September and November 1999, policy directives that
provided an overview of the program, detailed information on staffing, and
procedures for documenting and entering complaints onto the system were
issued. In February 2000, the OAG issued Ombudsman Program policy
and procedures that detailed procedures for handling complaints. The
policy and procedures were modeled closely on the requirements contained
in the enacting legidation. The policy requires that designated staff serve
asfield office, regiona office, and State Office Ombudsmen. All complaints
are first addressed at the field office level. Complaints that cannot be
resolved at that level arereferred to theregiona office, and then to the State
Office, if necessary.

The policy provides staff guidance on the use of complaint related forms,
proper documentation, confidentiality of information, and impartiality in
handling complaints. Finally, the policy requires that the person filing a
complaint be updated every 60 days until the complaint is resolved.

13
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Sunset
Recommendation
#27

Sunset
Recommendation
#26, first bullet

The OAG also developed a uniform complaint tracking system. When a
complaint is received, staff enter identifying data from the complaint onto
the OAG’'s automated system, TXCSES. In addition to complaints, this
system isused to track all inquiries received by the Public Officia Inquiry
and Written Inquiries sectionsof OAG. Communicationsreceived by those
sectionsand identified ascomplaintsarereferred to the ombudsman process.
Using data obtained from the unified tracking system, the State Office
Ombudsman monitors pending complaintsto ensurethat they are processed
inatimely manner. When appropriate, the State Office Ombudsman makes
recommendations to enhance the complaint process and change agency
policy that results in complaints.

The OAG has taken a variety of steps to make it easier for customers to
lodgeacomplaint. A complaint option has been added to the Child Support
Voicelnteractive Response Systems (VIRS) menu. If the customer chooses
the VIRS complaint option, the call is transferred to a call center or field
unit fromwhich thecaller can request information on the complaint process.

Furthermore, an interactive complaint form and information about the
complaint process have been added to the Child Support web site
(http://www.oag.state.tx.us/child/mainchil.ntm) and the Child Support
interactive web site (http://childsupport.oag.state.tx.us). When customers
accesstheweb stetoinitiate acomplaint, they may downl oad the complaint
form for mailing or returning it viathe internet.

Application packets have been updated to include information about an
applicant’s right to file a complaint. Pamphlets and posters have been
printed and distributed for display in Child Support field offices.

In addition to providing a means by which customers can easily notify the
OAG of child support problems, the agency has developed a proactive
strategy to reduce complaints. For example, customers can now learn the
payment date through VIRS.

Forecasting When a Payment Will Be Sent

In October 1999, the OAG modified itsV oicel nteractive Response Systems
(VIRS), so that it can forecast when a check will be mailed. With this
change, al custodial parents who obtain automated payment information
using VIRSand call center staff accessing TXCSES are provided the same,
accurate information concerning disbursement dates.
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Sunset
Recommendation
#11

Child Support Program and Information Technology staff worked together
to make the necessary programming changes to TXCSES that alowed
VIRS to accurately forecast when payments are to be mailed. Staff
identified and analyzed business and system requirements, prepared needed
documentation, and designed and tested the programming.

Usage of VIRSismonitored to determinethe volumeand nature of thecalls.
During the last six months, VIRS received more than 6 million calls, of
which an estimated 92 percent were from custodial parents. Although both
payment and case status information is available through VIRS, most
callers seek payment status and less than 3 percent requested case-related
information.

Employer Phone Line
The OAG has aso tried to improve customer service by working more
effectively with its partners, such as employerswho withhold child support
from income. More than 60 percent of al payments are made through
income withholding. From time to time, employers, especialy those
withholding for the first time, have questions about the process. To make
it easier to obtain information, the OAG established the Employer Call
Center on July 14, 1999. The center providesacentralized contact point for
employersto call and obtain timely information. Since the center became
operational, it hasreceived 51,741 calls. Employerscalled most frequently
tor

» obtain general income withholding information,

* resolve payment and payment coupon issues, and

» update the OAG when noncustodial parents terminate employment.

In order to publicize the availability of this service, the OAG hasincluded
the center’ s toll-free number in income withholding packets and payment
coupons sent to employers. The OAG recently negotiated a new contract
with TRW to providethisservice as part of the New Hire Reporting project.

Improved customer service, including providing answers to employer
guestion, has been the result of the numerous concrete actions described
above and because of a new strategic outlook on customer service adopted
by the new Attorney Genera and his Child Support management team.
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Adopting a Customer Service Strategy

Shortl

y after the new management team assumed leadership of the Child

Support Program, a project manager was hired to develop a customer

service strategy. To assist the project manager, a steering

- Child Support
4 Customer Service
Guiding Principles

Treat everyone with dignity, respect,
honesty and courtesy
» Always do what’s best for the child,
putting children first
»  Walk in the customer’ s shoes and have
empathy
» Bealeader in doing the right thing, no
just doing things right
» Participate and contribute to solutions -
work as ateam
» Maintain objectivity and be non-
judgmental
Respect customer privacy
The customer’s perception of reality is

committee made up of Deputy Directors and a Core Customer
Service Team composed of representatives from all sections of
the Child Support Division was created. Asoneof itsfirst tasks,
theteam produced a project charter, which contained a customer
service vision statement and project guiding principles. In
addition the agency launched a division-wide customer service
training program to ensure that all staff received consistent
messages and tools to enable them to deliver improved service.

Once the vision had been identified, the team organized internal
and external focusgroups. The purpose of thefocus groupswas
two-fold: to publicize the agency’s commitment to improving
customer service and to solicit input from customers and other
concerned individual sonwaysto improve customer service. The
internal focus group consisted of child support staff and the
external groups of customers, including representatives from

advocacy groups such as Association for Children for Enforce-
ment of Support (ACES) and the Texas Fathers for Equal

Rights. A survey was also used to solicit information from participants.
Essentially, they were asked to describe how they wanted to be treated asa
customer and to provide suggestions for improving customer service.

The data collected from these groups were used in developing a Customer
ServicePlan. The plan consists of two parts: A Compact with Texans and
a Customer Service Action Plan. The Compact with Texans contains the
customer service vision statement and guiding principles. It also identifies

the fol

lowing statewide customer service goals and standards:

By August 2000, the service delivery process will begin within 20
days of receipt of a completed application.

By August 2000, customerswill be able to submit an application via
the Internet.

By August 2000, we will establish and publicize aforma complaint
handling process.

By September 2001, satisfaction with customer serviceswill improve
by 25% asmeasured against customer satisfaction surveysconducted
in1998.
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* By August 2001, 70% of phone callswill be answered: 80% by the
end of August 2002; 90% by the end of August 2003.

* Customerswill be seen on the same day they request to be seen, if
possible, or will be offered an appointment within 10 days of the date
requested.

In addition, the Compact provides customers instructions for making a
suggestion for improvement or filing acomplaint. This Compact has been
posted on the OAG web gte (http://www.oag.state.tx.us/agency
/compact.htm) as part of the overall OAG Compact with Texans (See
Attachment A for a copy.)

The Customer Service Action plan was devel oped to improve specific areas
of customer service delivery. The plan isdesigned to improve these aregs:

» Customer access to the Child Support Program,

* Information on the Child Support Program ,

* Timeliness of action,

» Accuracy of staff actions,

» Professional and courteous treatment,

» Management accountability, and

* Interna customer (staff) environment.

The plan identifies specific initiatives, the target audience they serve, the
staff responsible for implementation, and time frames associated with the
initiatives. Highlights of the Action Plan include expansion of the OAG
child support web site and VIRS capabilities, publication of the complaint
process, distribution of an information packet at the time of application,
standardization of response time for written and telephone inquiries, and
statewide mandatory customer service training for all staff. Improving
customer service is an ongoing part of agency operations, and customer
feedback and input will continue to be solicited and used to identify
additional improvements.

Child Support Interactive
I'n order to encourage customer feedback and input, the OAG has devel oped
a Child Support web site—Child Support Interactive (CSI). Thisweb site
alowsvisitors to:

» provide locate information on absent parents,

» obtain information on payments and case status,

» ask specific questions about their child support case,
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* submit address changes,
« obtain information about office locations, and
» apply for services over the internet.

Traffic to CSl has exceeded expectations. In August 2000, the web site
recorded 69,361 visitors and broke the 3,000 mark on seven separate days.
Prior to the month of August, there was only one day in which 3,000 or
more visits were recorded since CSI went into production in September
1999. Figure 3 shows how traffic has increased in the year since CSl was

implemented.
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Figure 3: Daily CSl Traffic, September 1999 - August 2000
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I mproving Program Performance

In 1998, Child Support performance across the board slipped for the first
time. The program failed to achieve its goa in all six key performance
measures, faling below acceptable variance levelsin three: the number of
children for whom paternity was established, the number of support orders
established or modified, and the number of paying TANF cases that
transferred to non-TANF status. Attorney General Cornyn took immediate
corrective action to bolster sagging performance measures, appointing a
Deputy Attorney General for Child Support with extensive child support
experience, who reports directly to him.

Asaresult, over the last two state fiscal years, Child Support performance

Collections up 36
p has rebounded strongly. 1n 1999, collections increased over the prior year

percent over 1998

by $111 million, a 15% increase, and up until then, the Child Support
Divison's largest single year increase. In 2000, collections were $1.029
billion, a 36 percent increase over 1998. This substantial increase put
Texas in aleague with the country’s elite child support programs. In fact,
in some ways Texas outperformed these child support powerhouses. An
analysis of preliminary national data indicates that Texas and California
showed the highest rate of collection growth among the states with large
caseloads, wdl above

$1,100.0

the nationa average.
The $1.029 billion col-
lection was $161.2 mil-

+$161.2

lion morethanwascol- | s1,000.0
lected the previousyear,
the largest ever single-
year increase for the
program.
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Figure 4: Child Support Collections, 1997 - 2000
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Administrativelncome Withholding-Auto-
mated (AIWA) has contributed substan-

24.6

tially to record collection gains. Statesare

19.3 20'8219 required to initiate income withholding
|l Ul within two business days of receiving
Sha L notice of anew employer. Recognizingthe

significance of the AIWA remedy, the

Child Support Division devoted resources
tofully automating theprocess. TXCSES,
the Child Support automated system, was
modified so that an income withholding

% % % % ; ; E ;. E i _-:: E writ can be automatically sent to an em-
$ 3 £ : E E : ployer when an employee reported to the
® z o New Hire Directory matches a
noncustodial parent with a Child Support
Figure 5: Monthly AIWA Collections, FY 2000 obligated case.

AIWA wasimplementedinthesummer of 1999. Initially, matcheswererun
against alimited number of casesto identify and correct system problems
prior tofull implementation. In August 1999, full volume matching through
the State Directory of New Hires began, and in December 1999 this was
expanded to include the National Directory of New Hires.

Another automated enforcement remedy, Unemployment Insurance Benefits
(U1B) offset, relieson collaboration with the Texas Workforce Commission
(TWC) and has proven to be extremely effective. The OAG is able to
intercept UIB through an automated interface with TWC. This interface,
in place for the first full year in 1999, resulted in state fiscal year 1999
collections of $15 million, nearly five times the UIB amount collected in
1998. In 2000, the OAG collected $12.8 million. Foster care collections
have also been a management priority, approaching $1 million for the first
timein 1999 and exceeding $1 million in 2000.

Collections are not the only performance measures that have shown
improvement. The number of children who had paternity established in
2000 totaled 48,481, a 21 percent increase over 1998 and the number of
orders established and modified was 56,423 a 23 percent increase over
1998. Thetable below contrasts program performance in 1998 and 2000.
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State Fiscal Year Per cent of
change

PERFORMANCE MEASURES 1998 1999 2000 | gince 1998
Amount of child support collected (in millions) 757.0 868.2 1,029 36%
Number of children for whom paternity has been 40,173 46,556 48,481 21%
established
Number of child support obligations established or 45,994 50,423 56,423 23%
modified

Table 5: Percent of Change in Performance Measures

Texas will qualify
for federal
incentive payments
in all five
measurement
categories

Further evidence that program performance has surged ahead can be found
by comparing the percentage of outcome goals achieved by the programin
1998 and 2000. While the program failed to achieve 100 percent of itsgoal
in every one of its key performance measures in 1998, it exceeded 100
percent in all of its measures, except onein 2000. It achieved 113 percent
of its collection goal, 111 percent of its number of children for whom
paternity was established goal, 124 percent of its orders established or
modified goal, and 126 percent of its cost effectiveness goal. The one goa
in which performance did not exceed 100 percent of goal, Paying TANF
Cases Transferred to Non-TANF, has subsequently been dropped as a
performance measure by the L egidative Budget Board and the Governor’s
Office.

The program also has done exceptionaly well with regard to federa
performance measures. For the first timein federal fiscal year 2000, state
programs can earn incentives based on performance in five areas. the
paternity establishment percentage, the percent of cases with court orders,
thepercent of current support collected, the percent of caseswith collections
onarrears, and cost effectiveness. Thefederal fiscal year doesnot end until
September 30, so federa fiscal year data is not complete; however,
estimates based on 11 months of performance data lead us to project that
Texas's performance will qudify for incentives in each one of these
categories. Its estimated paternity establishment percentage, 111 percent,
isespecialy impressive. For thelast two years, the Texasfederal paternity
establishment percentage exceeded 100 percent, which means that more
children had paternity established through the judicia, administrative, and
acknowledgment of paternity processes than were born out-of-wedlock in
the state in each of these years.
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Sunset
Recommendation
#15C

Customer Service Performance Measures

Agency efforts to improve customer service are documented extensively in
the previous section, and in order to track agency progress in this area,
beginning in statefiscal year 2002, customer service performance measures
will bereported. The agency will report six measures, five of which will be
based on results from the agency’ s biennial customer service survey. The
measures to be reported are:

» Percentage of Surveyed Respondents (Custodial and Noncustodial
Parents) Expressing Overall Satisfactionwith Child Support Services
Recelved,

» Percentage of Surveyed Respondents (Custodial and Noncustodial
Parents) Identifying Ways to Improve Service Ddlivery,

* Number of Customers (Custodiad and Noncustodial Parents)
Surveyed,

»  Number of Customers (Custodial and Noncustodial Parents) Served,
and

» Cost Per Customers (Custodial and Noncustodia Parents) Surveyed

The sixth measure reports Child Support’ ssuccessin answering phonecalls
tothefour Regiona Call Centers. Thismeasurewas devel oped becausethe
agency received aspecific appropriationfor thecall centers implementation
and they represent acornerstone of theagency’ seffortsto improve customer
service.

Performance Measures

The OAG hastaken anumber of stepsto respond to the Sunset Commission
recommendation to “redesign the internal agency reporting system to shift
the current administrative monitoring focus from outputs to effectiveness,
efficiency, and customer service.” For example, the OAG recommended to
the Legidative Budget Board and Governor’s Office revisions to child
support state performance measures that align these measures with federa
performance measures and include for the first time customer service
measures. The changes were included in the “Request for Revisions to
Strategic Planning and Budget Structure” submitted in March 2000.
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Federal incentives will be based upon performance in the categories
described above in the section that outlines performance improvement. All
of these measures are now included as state outcome measures. The new
federal incentive structureisbeing phased in beginning in federal fiscal year
2000. In2002, federal incentiveswill be entirely dependent on performance
in these categories. Although the incentive pool is capped at the national
level and Texas incentives are based on performance relative to al other
states, the new structure is expected to yield greater federal incentives for
Texas than the old structure which was capped by TANF collections.

Child Support management also made a concerted effort to shift the focus
of Field Operations to performance as measured by the indicators cited
above. Thiseffort hasincluded presentations at the annua meetings of the
statewide managers in 1999 and 2000 and the creation of a new manage-
ment report that includes measures of program effectiveness as recom-
mended by the Sunset Commission. Regional Administrator evaluations
have been adjusted to include the new federal and state outcome measures
and telephone response rates.

Theshiftin reporting capability hasasits cornerstonethe design and coding
of a new federa report, the OCSE 157. The new federa performance
measures are calculated from data reported on this federal report. The
OCSE 157 wasfirst generated in October 1999 to meet an annual federa
deadline. Federa auditors are in the process of reviewing this report for
datareliability.

Work isunderway to enhancereporting capabilitiesfor interna management
purposes. Specifications have been completed for reporting the new federa
incentives monthly at the unit and regional levels. A prototype report
format has been developed for internal posting on the Child Support
Division Intranet. Currently, reporting capability for four of the federal
measures is available at the regional level. However, automation changes
are needed to generate monthly reports down to the unit level. Once these
automation changes are complete, Field Operations managers can monitor
program effectiveness at the office level. Child Support management
remains committed to shifting the focus of internal reports from traditional
outputs to comprehensive indicators of program success.
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Sunset
Recommendation
#25

Child Support Review Process

The Child Support Review Process (CSRP) provides the OAG with the
ability to take expedited administrative actions to establish, modify and
enforce child support and medical support orders, to determine parentage,
or take any other authorized action. SB 368 amended CSRP to make it
morestreamlined and effective. In order to identify any problemswith the
new process, it was piloted in two field offices prior to statewide implemen-
tation. Resultsfrom the pilots were positive and provided useful input for
the devel opment of procedures and training. Procedures have been revised
and are available to all staff on the internal agency web site. The CSRP
training module has been updated and statewide training compl eted.

The Child Support Division has the authority to allow aleged fathers the
option of voluntarily submitting to paternity testing to avoid attendance at
a court hearing. Voluntary testing helps expedite the paternity establish-
ment process in cases where the parties are agreeable to this approach. It
is an establisned part of the CSRP which utilizes an administrative process
for establishing paternity. The option to use CSRP is emphasized when-
ever appropriate. In addition, the CSD has the authority to issue an
administrative paternity testing order without the need for a court hearing.
Asindl casesinvolving paternity testing, the state paystheinitial up-front
costs. However, the CSD routinely asks al aleged fathers who are
determined to bethebiol ogical father to repay thetesting costsaspart of the
order. Nodistinction is made between fatherswho opt for avoluntary blood
test and those that submit to testing pursuant to a court order. Charging
only fathers who opt to attend a court hearing acts as a penalty for those
fathers and brings up basic issues of fairness. In addition, there are
situations where the mother is reluctant to submit to testing and the father
is compelled to attend a court hearing to request testing.
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Resolving Computer System Implementation Issues

The OAG hasbeen working diligently over thelast two yearsto addressthe
computer systemissuesraised by the Sunset Commission. Initsassessment
of the program, the Commission raised warning flags about Child Support’s
vulnerability regarding transition to the Year 2000, its lack of high-level
planning, technology planning, the problemswith adjustments, and thetime
it was taking to complete batch processing. The Commission aso
recommended improvementsin the recei pt and distribution of child support
payments and the disbursement of held collections.

Work began on resolving these issues shortly after the new management
assumed leadership of the program. In March a new Deputy Director of
Information Technology (IT) with morethan 22 yearsexperienceinthefield
was hired and the core Child Support technology functions were consoli-
dated under her leadership. The new deputy became a member of the
Judicid Committee on Information Technology.

Subsequent to the hiring of the new IT deputy, the OAG was taken off the
state Director of Information Resource’s (DIR) list of state agency’s that
wereat risk of not being Y 2K compliant. Also, anIT Steering Committee
congisting of executive management was established to prioritize and plan
implementation of IT projects, batch process time has shrunk, and
adjustments are running more efficiently. Moreover, a Financial Process
Redesign project that will ssmplify order entry and disbursement of
paymentsiswell underway. Theremainder of thissection describesin more
detail thework that has been completed and the plansfor resolving al of the
issues raised by the Sunset Commission.

Y2K Compliance

In 1998, the Texas Department of Information Resources (DIR) identified
the OAG child support computer system, TXCSES, as being at risk of not
being Y2K compliant. However, between the beginning and the end of
1999, the OAG completed all the work required to enable its computer and
telecom systems to function properly after the transition to the Y ear 2000.
Asaresult of itswork, therewereno reports of computer or telecom system
disruption from either its customers or staff, nor did DIR, the governor, or
the U.S. Administration for Children and Families (ACF) receive any
complaints.
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Child Support IT paid considerable attention to assessing and correcting
Y 2K deficiencieswithinthe TX CSES program and worked with contractors
to evaluate more than 1.5 million lines of code. IT first reprogrammed
affected TXCSES modules and then contracted with SAGA Corporation to
perform an Independent Verification and Validation (1IV&V) of the work.
ThelV&V found only afew deficiencies, and al were promptly corrected.

Careful analysiswasgivento planning requirementsfor thecalendar change
so that asmooth transition could be achieved. Staff developed and executed
a Day Zero Plan, which included mainframe operations, system software,
wide and local area network hardware and software, and PC applications
and involved approximately 6,600 hoursin Y 2K readiness. A Command
Center was also established to monitor the progress of work being
performed by themajor I T sectionsat critical timesaround the beginning of
thenew year. The center received statusinformation from field officesand
documented results.

A Contingency Planning Group wasformed with representativesfrom major
Child Support sections. DIR’s Criticality Assessment identified two areas
in which disruption of service could serioudy affect Child Support
customers—payment processing and direct services provided in the field,
including paternity establishment and support order establishment and
enforcement. The Contingency Planning Group determined the software
applicationsthat the OA G would need to acquireto assure continued service
in the event TXCSES was not available in the Y ear 2000.

Asaresult of thegroup’ splanning, contingency applicationswereprepared.
A payment processing application was produced to create pay tapes so that
child support payments could continue if there were any disruptions. An
off-line diary was developed to assist field offices with providing basic
services. The diary made it possible for staff to enter notes, which could
later be uploaded to TXCSES when it became available on a case being
worked. Casdoad summaries, which contained basic case information,
were also produced and were available for inquiry purposes.

Internal and external communications were aso emphasized. Y2K
materials were published on the Child Support Intranet, so that Field
Operations could be advised of progress made on Y 2K preparations and
participate in Y 2K activities, including contingency drills. Press releases
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were issued and communication to customers distributed to inform the
public on Y 2K readiness. The Voice Interactive Response System (VIRS)
was aso programmed to provide summary case information to the public
over the internet.

Reporting requirementswere sati sfied with quarterly progressreports made
to ACF. The OAG aso participated in ACF s on-site review of the Y 2K
project. DIRwasprovidedwith daily Y 2K crossover reportsduring thelast
week of 1999 and the first few days of 2000. The information was then
summarized and distributed to the federal Y 2K project office. In addition,
amonthly report was also provided to the House Subcommittee on Major
Information Systems.

Information Technology (IT) Steering Committee

The IT Steering Committee began meeting in August 1999, and a charter
was completed in September. The committee meets regularly to provide
executive oversight for all 1T resources and initiatives, including the
prioritization of work requests for changes to the system, development and
approval of IT strategic and tactical plans, and technical direction and
architecture.

The committee is chaired by the Deputy Attorney Generd for Child
Support. Also included on the committee are the Deputy Directors for
Adminigtrative Operations, Program Operations, Field Operations, and
Information Technology, and the General Counsel.

A subcommittee meets frequently to recommend priorities, matching all
requestswith Child Support Divisioninitiativesin order to maintain aglobal
agency perspective. The focus has changed from individua prioritization
efforts to an agency concerted effort. The following criteria are used to
determine the prioritization of projects. state/federal mandates, Sunset
Commission recommendations, executive mandates, monetary impact,
customer serviceimpact, and businessimprovement. All recommendations
are subject to the approval of the IT Steering Committee.

Each IT initiative is aligned with an executive sponsor and a program
project manager, called the owner. Owners manage the development of
business requirements, as well as test and implementation plans.
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The IT Steering Committee represents an ongoing process, with reviews
taking place on acontinual basis. Expansion in scope, additional mandates,
and new competing projects are assessed repeatedly. Solutions are offered
on realignment or additional resources, technical aternatives, and phased
approaches. These solutions are submitted and, as needed, resubmitted to
the Deputy Attorney General for Child Support. Establishment of the IT
Steering Committee has improved I'T planning by producing well-defined
goals with more redlistic expectations and an improved ability to meet
automation commitments.

Financial Process Redesign
On February 15, 1999, the OAG reported in aletter to the Appropriation
and Finance Committees on its action plan for improving receipt and
distribution of child support payments. The plan included changing the:

* Adjustments and external batch performance tuning

C Support order correction process

C Reconciliation and financia reporting

C Roll back/roll forward design for processing payment adjustments,

and
C USAS payment expedite process.

This plan became the heart of the Financial Process Redesign (FPR)
project; however, as it became clear that other initiatives were related to
these, the scope of FPR expanded. Consequently, initiatives such as the
correction of case type issues and changes to the distribution system
mandated by welfare reform were folded into FPR. The welfare reform
distribution mandates are discussed in the next chapter, Implementing
Welfare Reform Mandates, but the other major components of FPR are
discussed below.

Case Type Project

The OAG reported on the successful completion of the first phase of the
case type project in its letter of May 11, 1999 to the Sunset Commission.
Theletter stated that changesto the automated system were implemented on
the weekend of May 1, 1999, assuring that new cases and recertifications
referred through the automated interface with the Texas Department of
Human Services (DHS) would be coded accurately. The efforts since that
time have focused on correcting case type data within TXCSES. Current
activitiesinclude:
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» anin-depth anaysisof al of theinterface processeswhich create new
cases or update case dataon TXCSES,

» ananalysis of all existing policy and current procedures to ensure
that the interpretation of incoming data is accurate,

* are-engineering effort to increase data integrity, thereby reducing
case issues, and

» ananaysisof current datawithin TXCSES against public assistance
records to ensure accuracy of historical data. Completion of the
analysisis anticipated by early calendar year 2001.

Disbursement of Delayed Payments

The OAG has become more pro-active in seeking out and disbursing
delayed payments. In the same letter referred to above, the OAG stated it
would develop strategies to reduce payments that were not distributed
because of collection holds, arrearage overages, address holds, and future
pay holds. Inan effort to distribute these payments, the OAG in June 1999
began sending work lists to field offices. The work lists identified cases
with money held in the aforementioned scenarios. Management instructed
field staff to update information on these casesto enable distribution of held
money.

More than $20 million was disbursed to families through this process,
however, this action did not address the systemic problems that prevent
disbursement. Oneof themajor goalsof FPR isto makethe system changes
that will allow these held payments to be disbursed upon receipt. One
change that became effective on August 4, 2000 was the automated rel ease
of undistributed IRS collections in excess of arrearage obligations. This
enhancement reduced collection holds by more than $4.2 million. This
amount will grow because this enhancement isan ongoing component of the
batch process. Other short-term solutions are underway, and the fruit of
these efforts will soon be realized:

C Enhancementstoallow IRSfederal tax refund offsetsto processmore
expeditiously to the family are underway, pending completion of
analysis regarding potentia risks. These enhancements are intended
to enable swifter processing of IRS intercept payments to families.

C Modifications to the income withholding processto ensure that only
the current amount owed is collected on a monthly basiswill aid in
reducing collections on hold for future support obligations by
approximately $6 million.
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Additional enhancements to process funds received immediately upon
receipt for future support areunderway. Thischangewill reduce collections
on hold by an additiona $2 million.

The OAG is also participating in a federal Office of Child Support
Enforcement work group of states to reduce undistributed collections. As
oneof thefive most aggressive states on reducing undistributed collections,
Texasis recognized for leadership in this effort.

Other FPR Initiatives
As part of the FPR project, a Technical Efficiencies Team has been formed
to evaluate additional opportunitiesfor improving TXCSES processing and
maintenance, prioritizing these opportunities, and implementing the items
with highest impact by December 2000. The team is developing a Request
for Offer (RFO) for Application Architecture Anaysis, Design and
Implementation Services. ThroughthisRFO, the OAG isseeking assistance
from a vendor to:
» conduct an analysis of the current application architecture
» designanapplicationarchitecture, for the short-term and for thelong-
term,
* implement the short-term design,
* implement the long-term design, and
» develop and deploy an application using the implementation applica
tion architecture.

An important goal of FPR is to simplify the financia portion of TXCSES
and make it more user friendly. Enhancements on this front completed to
date include;

* Improved methods for moving multiple receipts from one case to
another. This improvement has reduced the number of multiple
adjustments on a single case by more than 80 percent and monthly
adjustments by approximately 10,000.

C A change in the sort capability driving the adjustment process to
allow shorter running adjustments to process during on-line time as
opposed to former first-in/first-out methodology. This change
increased overall capacity by approximately 25 percent.

C Modificationsto prevent the creation of additional receipt identifiers
in certain circumstances significantly reduced the amount of data
processed on cases when payment amounts exceeded obligation
amounts.
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C Multiple efforts were completed which significantly improved the
system batch run time, reducing processing from multiple nights to
asingle night run.

* Modificationsto case type changesto prevent an adjustment process
from occurring when certain conditions have been met and could
reduce the overall number of adjustments run on amonthly basis by
approximately 10,000.

C Theimplementation of a streamlined order entry process enabling a
worker to enter data in a continuous, sequentia flow, with more
flexibility and user friendly terminology i s anticipated to reduce court
order data entry errors by approximately 18 percent.

Staff assigned to FPR have begun an analysis of the financia sub-system
fiscal controls, reconciliation processes, genera ledger processing and
interaction with the Comptrollers office. Thisanalysiswill culminate in
statefiscal year 2001/2002 with enhancementsto ensure seamlessreporting
and reconciliation. FPR will be implemented in four phases. Phase 1,
Analysis and Design, projected completion by March 2001, Phase 2,
Implementation of Short-term Recommendations, by August 2001, Phase
3, Implementation of Long-term Recommendations, by August 2003, and
Phase 4, Application Development, isintended to demonstrate the success,
viahility, and usability of the application architecture implementation and
project implementation either after either Phase 1 or Phase 2.

Improved Adjustments and Batch Processes

The OAG has made significant progress toward improving batch processes
and adjustments. The average end-of-month batch time has declined from
about 30 hoursto 12, and the nightly batch routinely finisheswith three to
four hoursto spare. Therateof daily adjustment completionsalsoincreased
substantially between statefiscal years 1999 and 2000. In August 1999, the
daily completion rate was 22 percent, but in August 2000 the rate surged to
89 percent, a fourfold increase. Figures 6 and 7 compare the daily
completion rates for August 1999 and 2000 and show that on 23 out of 27
days on which TXCSES processed adj ustments, the compl etion rate was 80
percent or better. Moreover, on nine of these days the completion rate was
100 percent. In 1999, the system met or exceeded the 80 percent rate only
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twice. By making batch processing and adjustments more efficient,
TXCSES dtaff increased the amount of timethat the system isavailablefor
use by field staff to process cases and provide information to customers.
In 1999, the system was available for use by field staff 88 percent of the

time, but improved by 9 percentage points to 97 percent in 2000.
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Implementing Welfare Reform Mandates

In 1996, Congress passed and the President signed the Personal Responsi-
bility and Work Opportunity Reconciliation Act (PRWORA). This law
redesigned the nation’s welfare system. Aid to Families with Dependent
Children was transformed into Temporary Aid to Needy Families (TANF)
and welfare was no longer considered an entitlement. States were encour-
aged to establish innovative programs for moving welfare recipients from
public assistance to work, and child support was determined to be a key
element in helping poor families leave the welfare rolls.

Thus, PRWORA contains a section that requires states to make extensive
changesto their Title I\VV-D Child Support Programs. Among the changes
are big-ticket items such as the State Disbursement Unit (SDU). These
items required states to make extraordinarily large capital outlays to
implement them. Other mandates required states to alter policies and
procedures or pass new statutes, such as the requirement that states have
laws making the signing of avoluntary acknowledgment of paternity alegal
finding of paternity. The breadth and depth of these required changes have
made them difficult to implement. However, the OAG has successfully
implemented many of them, such asthe SDU, and is making good progress
towardimplementing the others. SDU hasbeen by far the biggest challenge.

State Disbursement Unit (SDU)

PWRORA requires states to have an SDU that maintains accurate
identification of payments, delivers prompt disbursement of payments,
furnishes to any parent upon request atimely record of al payments made
through the SDU, and disbursesall paymentswithin two businessdaysafter
receipt of the payment, if sufficient information identifying the payee is
provided. The SDU isto receiveall IV-D child support payments and non
IV-D payments that result from income withholding orders issued on or
after January 1, 1994.

Therewas some concern that Texas would be subject to sanctions because
its SDU would not be operable by the April 1, 2000 federal deadline.
However, on April 1, 2000 the Texas SDU began operations, and OCSE
approved itsoperation plan. Asaresult, the OAG doesnot expect any SDU
sanctions.
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OnJuly 1, 2000, the OAG transferred operations of the SDU to L ockheed-
Martin, which opened an SDU facility in San Antonio at the former Kelly
Air Force Base site. Lockheed-Martin hastaken over the processing of 1V-
D payments that formerly went directly to the state registry. New orders
have been redirected to the SDU since July 7, 2000. After November 1,
2000, the vendor is scheduled to begin redirection of non1V-D ordersto the
SDU on an employer-by-employer basis.

The mandate to create an SDU posed the greatest challenge to the OAG in
terms of resourcesand existing rel ationshipswith county payment registries.
The OAG and L ockheed-Martin have been meeting regularly with a county
work group to address outstanding county related issues. Internal Control
Documents (ICDs), which lay out the technical interfaces which will
connect the countiesto the SDU  have been devel oped and approved by the
work group. Planning is underway to implement local disbursement in the
counties that were approved in the federal exemption request. The OAG,
L ockheed-Martin, and the county work group will continue to meet in work
sessions to address and resolve operational issues to help ensure an
integrated state-county approach to SDU implementation in Texas.

Prior to implementation, the OAG obtained afederal waiver to allow local
disbursement in certain counties. The waiver allows the OAG to establish
an electronically linked system so that counties may continue to disburse
payments received by the SDU. The OAG received word from OCSE in
February that a limited waiver had been granted and has worked with
interested counties to make local disbursement possible. Many of the
counties that originaly expressed interest in disbursing locally have
indicated that they will not pursue this option.

Administrative Income Withholding - Automated (AIWA)

PRWORA mandates that states establish new hire directories to which
employerswill report within 20 days the name and Social Security number
of al new employees. The directory in turn is to match automatically the
names it receives against the state Child Support case file, and when a
match occurs, the agency isto issue automatically an employer’ s order for
income withholding. Texas has complied with this requirement, and it has
turned out to be an extremely effective enforcement tool. About $155
million was collected in state fiscal year 2000 as a result of this process.
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The OAG implemented AIWA in the summer of 1999. Initially, matches
wererun against a limited number of cases to identify and correct system
problems prior to full implementation. In August 1999, the Field Opera-
tions work group determined that the system was ready for full volume
matching through the State Directory of New Hires (Texas data). In
December 1999, the National Directory of New Hires (reported to states
other than Texas) was added.

Implementation of Acknowledgment of Paternity

PRWORA mandates that a new acknowledgment of paternity (AOP)
process be developed in order to expedite the voluntary establishment of
paternity. An AOP processin Texasexisted prior to implementation of the
welfare reform requirement, but until the law changed in 1999, a signed
acknowledgment was not a legd finding but rather only evidence of
paternity. In order to comply with this federa mandate, the Texas
Legidature in 1999 made a signed acknowledgment of paternity a legal
finding. The OAG implemented this new law as soon as it became
effective, obtaining more than 56,000 acknowledgmentsin state fiscal year
2000.

Unmarried fathersare given the option of signing an acknowledgment inthe
hospital or birthing center shortly after their children are born. In order to
ensure that these fathers understand their rights and responsibilities and
because an acknowledgment is now alegal finding, hospital and birthing
staff had to betrained in the proper method for obtaining acknowledgments.
Hospitals and birthing centers are required to be certified and then re-
certified each year.

Inthe summer prior to the effective date of the statute, the OAG’ s Paternity
Opportunity Program (POP) and the Bureau of Vital Statistics(BV S) began
administering training throughout the state. 1n 1999 training was provided
tomorethan 1,800 staff of 1,400 hospitals, birthing centers, local registries,
and foundations. Because re-certification is required every year and
because employee turn over in the health careindustry is high, training has
continued in fiscal year 2000. To date about 2,000 staff have been trained
in fiscal year 2000.
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In addition to training, POP has published a paternity handbook on the
acknowledgment process, created a 1-800 number with arecorded message
in English and Spanish on rights and responsibilities, produced arightsand
responsibilities video that institutions can show new parents, and published
new brochures that institutions can use for the same purpose.

OAG and BVS developed the new acknowledgment form, which was
distributed by BVS. OAG funded staff and equipment for BV Sto scan and
enter birth records, so that acknowledgments could be processed in atimely
manner. A new system was devel oped for interfacing BV Srecordswith the
OAG casdload and notifying the OAG when acknowledgment forms are
filed on 1V-D cases. In September 2000, BV S made completed and signed
acknowledgment forms available online to the OAG.

A survey has been developed that will assess compliance on acknowledg-
ment provisionsby hospital and birthing center staff and midwives. Parents
will have an opportunity to respond to whether they had an opportunity to
sign an acknowledgment and have access to the rights and responsibilities
associated with signing an acknowledgment. The completed surveyswill be
filed in medical records and will be available for program review and audits
by the Joint Commission of Accreditation of Health Care.

Liens

PRWORA requires states to establish and use administrative and judicial
procedures that impose liens to enforce child support obligations. A lien
attaches to a noncustodial parent’s nonexempt real and personal property.

The OAG files lien notices manually on real property in the appropriate
county on cases with arrearages of $5,000 or more. The OAG isin the
process of implementing technical enhancement to the process. The
business requirements document needed for these technical enhancements
is complete, but programming to effect these changes is not expected to be
complete until summer 2001 because it is competing for Information
Technology resources with other projects that have a higher priority.

Presently, information on liquid assets in institutions such as banks and
credit unionsisreceived from the federal Office of Child Support Enforce-
ment as part of the Financial Ingtitution Data Match project and the
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business requirements document for automating the lien process on these
assets has been completed. Like the automation of lien process on red
property mentioned above, programming is expected to be completein the
summer of 2001.

Severa aternative approaches are being considered to streamline the legal
process requirements. Information is being gathered and analyzed on other
states' approaches, and in particular, those that use a more administrative
child support lien process. When all issues and contingencies have been
identified, management will make adecision on the appropriate administra-
tive approach and prepare proposed |egidative changes to implement that
approach.

Financial Institution Data Match

PRWORA requiresstatesto enter into agreementswith financial institutions
doing business in the state for the purpose of securing information leading
to the enforcement of child support orders. In coordination with these
financial institutions, a data match system will be developed in which each
financial institution will provide quarterly the name, record address, and
Social Security number or other taxpayer identification number for each
noncustodial parent who maintains an account and who owes past-due
support. The federal Office of Child Support Enforcement has been
authorized to assist states in conducting data matches with multi-state
ingtitutions, and the OAG is recelving transmissions from the federa
matching system.

For some time, OAG staff have participated in meetings focused on the
creation of an alliance of statesto addressin-state financial data matching.
The purpose of such an allianceisto provide the most cost effective means
to perform the data matching, standardize the data matching process,
outsource in-state operations, and oversee the related contracts. The OAG
decided at theend of fiscal year 1999 to participatein the consortium during
the procurement phase of this development effort.

The OAG participated in what is now referred to as “the Alliance,” a
consortium of 15 states jointly seeking avendor service contract to provide
thefinancia datamatching solution. Theformal contract award was made
to Tier Technologies on March 23, 2000, and on March 29, 2000, contract
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negotiations began with Michigan, the Alliance lead state. The vendor will
negotiate a separate contract with each of the Alliance states. Contract
negotiations for the State of Texas are expected to be concluded and a
contract awarded by November 1, 2000.

OAG d<aff continue to develop the software requirements necessary to
modify TXCSES. Completion of this analysis is scheduled for December
2000, provided that adequate resources can be made availablefor program-
ming changes and contract negotiations with the vendor are successfully
completed.

License Suspension
PRWORA requires statesto revise their automated systems to withhold or
suspend drivers’, professional, and recreational licenses of individuas
owing overdue child support. The OAG has re-automated mass mailing of
the License Suspension Delinquency Notice, a system generated letter
mailed to noncustodial parents. The first batch of 10,000 letters was sent
in June 2000, and two subsequent batches followed for a total of 27,000
letters.  The Delinguency Notice is automatically sent monthly to
noncustodial parents who have:

» avalid Texaslicense that does not expirein 60 days,

» atleast 90 days of child support arrears,

 an address known by Child Support to be correct,

e acourt order or written agreement to pay arrears, and

* not followed the repayment schedule for the past three months.

Data from two important source agencies for license suspension, the
Department of Public Safety and Texas Parks and Wildlife, have been
successfully matched and uploaded. The number of loaded, fully function-
ing data tapes received from other agencieshas grown to 42. Asof August
31, 2000, ten agencies have not responded to the OAG’s request to share
data, four have sent data that was incomplete or that incurred matching
problems, and one has been unable to send data in an electronic format.

A six month manual pilot on judicial suspensions was completed by four
field officesin March 2000. The program was generally well accepted by
all the Court Masters with no major problems. Approximately 700 cases
were filed, and some large lump sums resulted, for example, a $35,000
payment from a fishing license case.
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The analyses required for administrative and judicial suspension remedy
tracking dong with the automated case referral function have been
completed. November 2000 is the scheduled date for the completion of
programming and implementation.

Distribution Changes

PRWORA requires states to change the way that collections on arrears to
post-TANF families are distributed. Under pre-PRWORA federd
regulations, the state in post-TANF cases retained collections made on all
arrears and split the retained collections with the federal government as
reimbursement for public assistance payments to the family. The family
received payments on these arrears only after, the state and federal
government had been completely reimbursed.

Under the new regulations, collections made on arrears that accumulate
after afamily leaves TANF (a post-TANF family) go to the family. Only
after all of these arrears are satisfied doesthe state retain any money. After
October 2000, states are to disburse to families all collections on arrears,
both those that accumulated before and after the family received TANF.

States were given two options for implementing these changes. The first
option, referred to as Plan A, allows states to phase in the distribution
changes over a period of time. The second option, Plan B, allows states to
implement these changes all a once. Texas opted for phasing in the
changes.

There are three phases to the OAG’s implementation plan. Phase 1 was
implemented April 1, 2000, and payments on arrearsreceived after April 1,
2000 are being distributed correctly. Phase 1 consists of TXCSES daily
distribution modifications to prospectively satisfy post-TANF arrears for
former TANF cases.

Phase 2 consists of processing retroactive adjustments to redistribute
collections received between October 1, 1997 and April 1, 2000. For Phase
2, the PRWORA distribution team has completed the requirements for
accomplishing the retroactive adjustments. Retroactive adjustments began
processing on April 17, 2000. Since mid-April, approximately $11 million
has been disbursed to familiesasaresult of the retroactive adjustments, and
completion of Phase 2 is now estimated to be October 2000.
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Phase 3 consists of additional modifications and redesign of TXCSES to
support expanded PRWORA distribution prioritiesto be effective October
1, 2000. When this phase is complete, payments on arrears that accumu-
lated prior to the custodia parent receiving TANF will be disbursed to the
custodial parent before the state retains any money as reimbursement for
public assistance. Phase 3 is being addressed in the Financial Process
Redesign project.

Access and Visitation Grant Program

PRWORA authorizesthe U. S. Department of Health and Human Services
to make grantsfor access and visitation programs available to states. These
grantsfund local accessand visitation programs. The OAG administersthis
grant program for the state and in this capacity receives, reviews, and
determines which proposals should be funded. Presently there are 20 local
access and viditation programs in Texas receiving these federal funds.

The purpose of the grant is to enable states to establish and administer
programs to support and facilitate noncustodial parents access to and
visitation with their children. Eligible grant activities include mediation,
counsealing, education, development of parenting plans, visitation enforce-
ment (including monitoring, supervision and neutral drop off and pickup),
and development of guidelines for visitation and alternative custody
arrangements.

As the grantee, the OAG may utilize the funding to carry out program
objectives within the agency or make subgrantsto eligible entities. Federal
law indicates that states may give grants to courts, local public entities or
private, non-profit organizations. Subgrantees are only €ligible for
reimbursement. No advances are made. Invoices for reimbursement are
approved by the Child Support staff and submitted to OAG Accounting for
payment. Accounting submitsrequeststo HHSto draw down federal money
as appropriate.

A broad spectrum of service delivery organizations are represented among
the grantees and are geographically dispersed across the state in both large
and small communities. Most of the organizations are private and non-
profit, while a few are divisions within county governments. Among the
subgrantees are advocacy groups, social service organizations and lega
service entities.
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In federal fiscal year 1997, thirteen entities were chosen for funding; in
1998, thirteen twelve-month grants were awarded; and in 1999, fourteen
subgrantees were chosen. Collectively, the fourteen 1999 subgrantees
delivered approximately 23,400 hours of supervised visitation, 3,500
parental exchanges, 5,400 hours of parental education and 800 hours of
counseling, including the development of parenting plans.
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Improving Child Support Through Collaboration

The ddlivery of government services has changed dramatically over the last
fiveyears. Agenciescan nolonger think of themselvesascompartmentalized
units providing discrete services. The Texas Legidature recognized this
need back in the early 1990s when it began urging and in some cases
mandating that agencies provide "one-stop shopping” for different govern-
ment services. Therequirements of PRWORA that emphasize making work
pay and moving people from welfare dependence to welfare independence
also demand that agencies|ook for waysto provide servicesthat cut across
individual domains of different agencies.

For example, in order to help welfare recipients become self sufficient, itis
important that they receive ongoing and regular child support. But in many
cases, the noncustodial parent cannot pay child support because he does not
haveregular employment or the skillsto obtain regular employment. In such
cases, the OAG and the Texas Workforce Commission (TWC) through
collaboration can bring the special servicesthat each providesto bear onthe
problem. The OAG can establish and enforce achild support order and refer
those who cannot pay support to the TWC for job placement services. But
this process cannot work effectively unless collaboration between these two
agencies becomes part of their organizational culture and unless concrete
steps are taken to ensure that ideals of collaboration are put into practice.
Since 1999, the OAG has made extensive advances in collaborating with
other agencies.

Strategic Partnerships to Improve Delivery of Service

The OAG shares acommon customer base with a number of state agencies
and relies on the cooperation of these agencies to provide child support
services to these people. For example, the Department of Human Services
(DHS) refersthosewho apply for TANF and Medicaid to the OAG for child
support services. The OAG and DHS aso work together to ensure that
those receiving TANF carry out their legal responsibility for cooperating
with the OAG for the purpose of establishing paternity or enforcing a child
support order. In the same vein, the Department of Protective and Regula-
tory Services (PRS) must closely coordinate its legal efforts on behalf of
children placed in foster care, so that child support can be collected in these
cases. The OAG aso works with the Comptroller, the Texas Workforce
Commission, the Texas Department of Criminal Justice, the Texas Y outh
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Commission and other state agenciesto collect and disburse child support.
Recognizing the interagency coordination needed to effectively work child
support cases, the Sunset Commission recommended that the OAG set up
an interagency work group that would develop an interagency partnership
strategy among agencies involved with the OAG in working child support
Cases.

The legidature passed SB 368 and HB 3271, both of which require the
OAG to establish work groups to improve service and the flow of informa-
tion between agenciesinvolved inthechild support process. SB 368 requires
the OAG to organize an interagency work group to develop an interagency
partnership strategy. The bill states that the strategy will
* identify methods to improve the exchange of data between agencies,
» develop proceduresto coordinate the child support efforts of each
agency in the group,
 identify the benefits of contracts in which an agency could provide
child support services to the OAG based on the agency's core
competencies,
* identify ways to improve customer intake and referral,
* increase Medicaid recovery, and
» examine the benefits of contracting out the receipt and disbursement
of child support payments.

HB 3271 requires approximately the same agenciesto work together to find
ways to share data and resources.

The OAG initidly planned to organize two work groups, but after Child
Support Executive Management conferred with DHS Executive Manage-
ment, it was decided to combine these two into one work group. In
November, the Deputy Attorney General for Child Support contacted PRS,
DHS, the Department of Hedlth, the Texas Workforce Commission, the
Comptroller, the Department of Public Safety, the Texas Rehabilitation
Commission, and the Texas Department of Criminal Justice to ask if they
would participate in the work group.

Subsequently, thefirst meeting of the Interagency Work Group on Strategic
Partnership and I nformation Sharing was held in December 1999. Thework
group divided into two subgroups. One group, the self-sufficiency group,
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was to examine the lega and policy issues surrounding welfare clients and
thewelfaretowork effort. Itsfocuswastoimprove child support and foster
care collections and Medicaid recovery. The other dealt with the technical
aspects of information exchange among the agencies.

The sdlf-sufficiency group met on January 28 and decided on a mission
statement and identified problems and barriers that the agencies faced. It
decided to gather information and make recommendations in three aress:
» state and federal laws, rules, and regulations that are barriers to
interagency partnership,
» stepsthat could betaken toimprove cooperation among agencies, and
» agency policies and procedures that needed to be revised.

Toward this end, the subgroup spent the spring of 2000 gathering informa-
tion. It surveyed other states with comparable population and with high
levels of performance in TANF child support collections and paternity
establishment to obtaininformation on their policiesand procedureswiththe
intention of seeing which ones might be applicable in Texas. It aso
surveyed field staff from the different agencies to devel op suggestions for
improving cooperation.

Theinformation exchange subgroup met on February 2, 2000. 1t discussed
aPRS proposal to develop adatabroker system for al agenciesto use. The
group agreed that PRS would put its proposal in writing and circulated it.
Another meeting took place two weekslater and discussed alist of proposed
options for improving the exchange and access to information. The group
agreed to another meeting that would be led by atrained facilitator. The
object of the meeting wasto compl ete a bus ness requirements document for
adata broker system.

The salf-sufficiency subgroup met againin March for astatusreport onthe
three items mentioned above. As a result of this meeting a letter was
devel oped and sent to participating agencies that requested input from staff
of each agency regarding barriersto providing good client services. Some
members of the group met again in June to analyze the results of the
responses to the letter.
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NCP job referral
project underway

This subgroup also conducted the survey of the other statesduring thistime.
In April, a letter was sent to 12 states asking for information on their
policies and procedures. Half the states responded, and the results were
presented to the work group when it convened in July.

This subgroup is aso gathering information on confidentiality issues. In
February, it wasrecommended that sincetherewere so many confidentiality
laws governing the respective agencies, further work should be tabled until
the technical group compiles alist of data or information that each agency
will need. After the data is compiled, the subgroup will convene again to
identify confidentiality provisionsaffecting theinformationthat isidentified.

A subgroup tasked with identifying the data needs of each agency has been
meeting weekly. Once it completes its work a Confidentiality and Legal
subgroup will work toward resolving these issues. The group has renamed
itself Interagency Data Exchange and Sharing (IDEAS).

OAG/TWC Job Referral and Welfare to Work Data Base Project
The OAG is collaborating with the Texas Workforce Commission (TWC)
in two related projects. In the first, the OAG refers unemployed or under
employed noncustodial parents with adjudicated ordersto local workforce
development boardsfor job training and placement services. Inthe second,
the OAG providesto TWC by electronic means adata base of noncustodial
parentswith TANF and former TANF cases and an adjudicated order. The
TWC usesthe information in the data base to conduct outreach concerning
services available through the Welfare to Work program.

The noncustodia parent job referral program was implemented for a
number of reasons. It is a requirement of PRWORA and state legislation
that passed in 1995 and 1997. But perhaps more important is the fact that
field staff and other expertsin child support have cometo realize that there
are two different kinds of people who do not pay child support: those who
can but refuse to pay and those who cannot pay because they do not have
adequateresources. Among thosein thelatter category, many could become
regular child support payers if they received help in finding work and/or
upgrading their work skills. Therefore, it makes sense to help them either
find work or training that will lead to work, and Child Support staff have
been setting up such referra programs since 1996.
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Thegoal of thejob referral programisto provide noncustodia parentswith
resources needed to improve their economic situation so that they can pay
child support regularly, accept their responsibility as a parent, and
participatein their children'slives. This project refers noncustodial parents
whose children receive or recently stopped receiving TANF to loca job
placement and training service providers. In some cases, referrals are made
for a wider array of service depending on the needs of the noncustodial
parent. In some cases, these parents qualify for Welfare to Work services
and in others they qualify for other services provided by local workforce
development boards.

The program first began on apilot basiswith referralstaking placein Bexar
and Harriscounties, but because of its success has been expanded toinclude
Collin, Dalas, Tarrant, Tom Green, Uvalde, Va Verde, Maverick,
Jefferson, Victoria, and Walker counties. Work has begun in establishing
referral projects in Travis, Willacy, Cameron, Hidalgo, El Paso, and
Williamson counties. The referral projects with the longest history are the
onesin Bexar and Harris counties. Asearly as 1996, child support staff in
the State Office and in field offices began to work with local providers to
establish programs that would help noncustodia parents who did not have
themeansto pay child support. They met withlocal service providersin San
Antonio and Houston to lay the foundation for what was to become the
noncustodial parent referral project. In 1998, local service providersin San
Antonio and Houston received federa Welfare to Work grant money to
provide job services to some of these noncustodial parents. Thefirst pilot
project opened in Bexar County in March 1999 and wasfollowed shortly by
another in Harris.

The projectsvary somewhat, but the essential proceduresarethe same. The
OAG identifiesnoncustodia parentswith children on or recently off TANF
to Court Masters, who refer the parent to aservice provider. (In some cases,
OAG staff make the referral directly.) The service provider conducts an
initial interview and assesses the needs of the noncustodial parent. In
addition to job placement and training services, these noncustodia parents
may be referred to fathering support groups, dispute resolution mediation,
substance abuse counseling and/or mental health counseling when neces-
sary.
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When the project began in Bexar County, only one San Antonio field office
was identifying referrals for the Court Master. Today the referral project
has been expanded to include all six OAG Child Support field officesin the
city, and about 1,700 fathers have been referred to services in fiscal year
2000, more than double the number referred in fiscal year 1999. Fathers
arereferred by the Court Master to the Dixon Clinic for assessment of their
individual needs and then to peer support groups affiliated with Mutual
Enrichment through Learning and Discovery (MELD) for ten weeks.
Parents who participate do so as part of their probation conditions. The
Dixon Clinic a so makesreferralsto thelocal workforce devel opment board
or to the Welfare to Work grantee, Goodwill Industries, for job services.
The goal of the project is to provide a holistic approach to the family and
provide the noncustodial parent with afull range of services.

In Harris County, the OAG works with the local workforce development
board's contractor, Houston Works, to provide referral services to
noncustodial parents. Like Bexar County, OAG staff identify noncustodial
parentswho may need job referral servicesfor the Court Masters, who then
determineif referral isappropriate. If itis, the Master makes participation
in the job placement or training service a condition of probation and setsa
30 day limit for the noncustodial parent to comply with the court order. The
contractor providesregular and timely progress reports on the noncustodial
parent’ sparticipation. About 1,400 noncustodial parentshavebeenreferred
for job services.

Referral programsin other counties are just getting underway, but they are
beginning to have animpact. In Child Support Area4, which encompasses
Dallas, Tarrant, and surrounding counties, more than 100 fathers were
referred for servicesin fiscal year 2000, even though the program did not
become operational until late in the fiscal year.

The OAG and TWC are also collaborating to implement aWelfareto Work
data base referral system for noncustodial parents. The OAG provides
TWC withan automated, monthly datatransfer of noncustodia parentswith
adjudicated delinquencies. TWC then sorts the list by local workforce
development board area and makes it available online for Welfare to Work
grantees to access. This information is used for outreach to verify that
noncustodial parents are eligible servicesfunded by the U.S. Department of
Labor.
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Medical Support
Program obtains
private insurance
for 148,839
children on
Medicaid

In the future, the TWC envisions areferral system that would allow OAG
Child Support offices, the TWC, andlocal courtsto collaboratively identify,
refer, and track noncustodial parents eligiblefor Welfare to Work services.
TWC would like to develop prototypesin Bexar and Tarrant Counties that
could be replicated statewide at a later date.

Enhance Medicaid Recovery

The OAG has for many years been working with the Texas Department of
Hedlth in order to enroll Medicaid children in private health care coverage
planswherethiscoverageisavailableto the children'snoncustodia parents.
Recently the work in this program, known as Medica Support, has
improved significantly.

The OAG hasacontract with aprivate vendor, the Public Consulting Group
(PCG), to provide this service. PCG contacts private employers of
noncustodial parents on the OAG caseload to determine if hedth care
coverage for dependents is available through the employer. If it is, PCG
notifies the employer to enroll the dependents of the employee in the hedlth
care plan. When adependent is also aMedicaid recipient, the OAG notifies
the Health Department, which then either seeks reimbursement from the
private health care plan for medica expenses paid by Medicaid or, when
appropriate, hasthe private health care plan pay themedical provider. There
are now 148,839 children with OAG caseswho aso receive Medicaid who
have been enrolled in private health coverage plans through the Medical
Support Program. In 1998 there were about 105,000.

This program has been good for the OAG and the Health Department. By
finding private health coverage plansto pay for the medical expenses the
Health Department savesM edicaid money. TheHealth Department paysthe
OAG for providing this service, and thismoney isused to partialy fund the
state 1V-D program. In 2000, the OAG will receive about $3 million from
the Health Department as a result of the Medical Support Program. This
money draws down about a two for one match in federal participation. By
adding the federal money generated by Medical Support money, the Child
Support will reap atotal of about $9 million.

The OAG dso collects cash medical support when dependent health
coverageisnot available through an employer. When cash medical support
is collected in a child support case in which the children are on Medicaid,
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Foster care
collections exceed
$1 million for the
first time

that money is distributed to the Health Department and goes to reimburse
Medicaid. This year, the OAG collected about $790,764 in cash medical
support that has gone to reimburse Medicaid, nearly double the amount of
$450,000 collected in 1999.

Working with the Department of Protective and Regulatory Services

Working foster care cases has always been problematic. Unlike other child
support cases, the child in these cases has been removed from his or her
home, and the mother and father are both noncustodial parents. Further-
more, astate agency, the Department of Protective and Regulatory Services
(PRS), becomes the child's custodial parent. PRS and the OAG coordinate
providing legal servicesin foster caseswith PRS establishing child support
orders when necessary and the OAG enforcing them. The OAG aso
provides assistance when paternity needs to be established. At times, legal
action relating to the foster care situation that must be taken by PRS
disrupts enforcement actions that the OAG has aready taken on the case.

To overcome these obstacles, the OAG and PRS must work together
closaly. Since 1999, the OAG and PRS have taken steps to enhance their
collaboration, and progress has been made toward streamlining procedures
for establishing paternity, preventing the mistaken closing of foster care
child support cases, giving PRS employees access to TXCSES, and
increasing foster care child support collections. The OAG aso has
maintained aspecial foster care unit in field office 613, located in Houston,
and is planning to contract with Travis County to centralizefoster care case
work in Austin. However, problems, such as the incorrect disbursement of
collections, till need to be resolved.

Therearethreedifferent kinds of foster care child support cases: TitlelV-E
, State paid, and relative care cases. The type of program that afoster care
case falls under is related to the funding mechanism for each case.

Perhaps the area where the OAG has shown the most improvement is in
foster care collections. In 2000, the OAG has collected and disbursed more
than $1.1 million in foster care, child support payments, a 20 percent
increase over the previous fiscal year. As Figure 8 shows, there has been
steady improvement in this area over the last six years, but improvement in
1999 and 2000 is especialy significant.
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Figure 8: Foster Care Disbursements, 1995 - 2000

In addition to increasing collections, the OAG hasworked closely with PRS
to improve foster care case processing. For instance, when the Legidature
passed anew law, effective in 1998, requiring PRS to expedite the process
for final disposition of children in foster care or face automatic dismissal,
it became essential for PRSto obtain prompt paternity testing. To expedite
the paternity establishment process in these cases, the OAG changed its
policy and procedures to require field staff to open achild support case as
soon as the manual referral was received and schedule paternity testing as
soon as the case was opened on TXCSES.

Manual referral is necessary in paternity cases because the PRS automated
system cannot electronically refer them asit does al other foster care child
support cases. Manual referrals from the Department of Human Services
and PRS are the exception rather than the rule because of the high volume
of these referrals. As aresult, many of these manual referrals could have
easily falen through the cracks if the OAG had not implemented these
specia case handling procedures and expedited the scheduling of paternity
testing.

Another example of successful collaboration isthe action taken to prevent
theimproper closing of foster care casesthat switched from one program to
another inside PRS. When aprogram switch occurs, the PRS system closes
the case and reopensit using a different program code. When this informa-
tion is communicated to TXCSES, it appears that a case has been closed,
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Sunset
Recommendation
#6

and TXCSES prompts field staff that case closure is recommended. To
prevent action, the OAG sent an informational memo to field staff
explaining the problem and directing them to contact PRS or obtain
program effective dates from SAVERR to verify case status at PRS before
closing such a case on TXCSES.

Despite progress on many fronts, there are still areas where cooperation
between the OAG and PRS needs to improve. For example, both PRS and
the OAG agreethat PRSis better equipped to disbursefoster care payments
correctly. The OAG even obtained awaiver from the U. S. Office of Child
Support Enforcement (OCSE) that would allow PRS to do so.

However, the OAG has been unable to complete the programming needed
to make this happen. While this lack of action may appear to be unrespon-
siveness, it isinstead the result of too many projects competing for scarce
Information Technology (IT) resources. Simply put, the OAG has been
unable to complete this project because so much of its programmers time
istaken up with implementing higher priority projects, such as SDU and the
Sunset Commission's recommendations.

Even though much room remains for improvement, significant steps have
been and will continueto betaken to improve collaboration between thetwo
agencies. PRS staff have been given access to TXCSES and have received
training on how to use it. The two agencies have been working on a
Memorandum of Understanding for locate services and ways to improve
interaction between the two agencies on other matters. More importantly,
lines of communication between the OAG and PRS have been established
for discussing problems and resolving issues and are being used when
needed.

Agreement on Non-cooperation Sanctions

Establishing and enforcing child support orders and establishing paternity
in TANF cases requires the cooperation of the TANF recipient. The
recipient is a valuable source of information needed to locate the alleged
father or noncustodia parent and, of course, when paternity needs to be
established, it isessential that the recipient provide basic information about
thealleged father. However, since TANF recipient participation inthelV-D
program is mandatory rather than voluntary, cooperation is not always
forthcoming.
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To ded with this problem, federal statutes require TANF recipients to
cooperate with state efforts to obtain child support or risk losing a portion
of their TANF grant. Prior to PRWORA, the IV-D agency referred cases
of non-cooperation to the IV-A agency, which then decided whether or not
to impose sanctions and reduce the recipient's TANF grant. The statute
allowed for non-cooperation when good cause existed.

After PRWORA was enacted, the job of determining non-cooperation fell
to the 1V-D agency while the IV-A agency retained responsibility for the
appeals process. In order to shift the responsibility for non-cooperation
sanctions, it was necessary for the OAG and the Department of Human
Services (DHS) to agreeto terms establi shing non-cooperation responsibili-
tiesfor each agency. Infact, SB 368 requiresthe agenciesto formally come
to an agreement on non-cooperation responsibilitiesthrough amemorandum
of understanding.

When the non-cooperation changes became effective, the OAG and DHS
worked out measures by which the new duties would be effected. In
September 1999, the OAG began determining when a TANF recipient was
not cooperating, and DHS began to impose sanctions in a timely manner
after being notified by the OAG. In March 2000, the OAG published new
non-cooperation rules in the Texas Register, and a memorandum of
understanding that formalized the practicein placewassigned in September
2000.

The memorandum calls for measures that will improve the flow of
information between the two agenciesin order to facilitate the sanctioning
of those who refuse to cooperate and respect the rights of those who cannot
cooperate for good cause. It requires DHS at the time a person applies for
TANF to collect the vital information that the OAG needs to establish or
enforce a support order and forward it to the OAG expeditiously. In order
to accomplish this, the two agencies agree to develop training that will
enhancethe collection of thisinformation. The memorandum of understand-
ing also:
* requires DHS to initiate a sanction on a case within 30 days of
recelving arequest from the OAG,
» dlowsthe OAG to participate in sanction appea hearings,
» establishes performance measures regarding the timeliness and the
number of sanctions resulting from OAG requests,
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» prescribes the time in which DHS is to forward child support
information gathered at the time of application for TANF, and
* defines what constitutes complete child support information.

Court Monitors

The Office of Court Administration (OCA) administers a system in which
36 Court Masters, through a contract with the OAG, hear Title 1\VV-D child
support cases in approximately 40 areas of the state. Although TXCSES
monitorsthese cases to make sure that court-ordered support is being paid,
it was determined that regular monitoring by an employee of the court could
enhancetheability of the systemto prevent child support delinquenciesfrom
occurring. Asaresult, HB 3272 was enacted in 1999. Thisbill requiresthe
OAG and OCA to collaborate in establishing and evaluating a court
monitoring pilot program. After the bill became effective, the OAG and
OCA went to work setting up this program. The first task was to develop
adescription of the job duties and performance plan for the monitors. The
two agencies adso had to develop a budget for the pilot and identify
technology needs. At the sametime, TXCSES needed to be modified so that
legal actionsthat occurred asaresult of the pilot could be identified, and to
this end, new disposition codesfor thelegal action screens of TXCSES had
to be developed and incorporated into the system. As part of this process,
reports that could track the cases referred to monitors and be used to
evaluate the pilot had to be created.

I'n conjunction with devel oping theinfrastructure for the pilot, the OAG and
OCA had to determine where the pilot would be implemented. It was
determined that the best way to judge the effectiveness of the pilot would be
to hire two monitors, one who would manage an urban caseload and the
other a rura caseload. Dallas County was selected to be the site of the
urbanpilot and Bell, Coryell, Lampasas, Falls, Milam, Comanche, and San
Saba were to be overseen by the rural monitor.

Before the monitors could be hired, the OAG and the OCA had to agree to
duties and responsibilities of each agency. An agreement wasnegotiated and
the contract implementing the agreement was signed by both agencies in
March. One of the things that the OAG agreed to do wasto train the Court
Monitorson the use of TXCSES and the agency's child support policiesand
procedures.
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Sunset
Recommendation
# 22B

Although the monitors are to become familiar with the OAG child support
system, they are to be employees of OCA. Once the infrastructure was in
place, the OCA posted the monitor positions, and in May 2000, two Court
Monitorswere hired, trained, and began performing their duties. OA G staff
were subsequently informed that the monitors were hired and that the new
disposition codes for the pilot werein place.

Access to Automated County Records

Information in county records is extremely important to the child support
process. County registries are often the best source for obtaining official
copies of court ordersthat have already been issued, and when a case with
an adjudicated order is new to the IVV-D system, the county regisiry is the
only source of payment history. County records can a so be a good source
for obtaining locateinformation on noncustodia parentswhosewhereabouts
are unknown. In order to make this information more accessible, the OAG
has continued its efforts to allow online access to automated county
records. These records include jail, voter, marriage and divorce registries.
Online access assists child support staff during desktop searchesin order to
locate noncustodia parents.

Infiscal year 1999, there were 36 field unit-to-county access projects. Five
additional countieswilling to allow OAG field staff accessto child support
records have been identified. OAG technical staff will determine technical
feasibility in each county by the end of October 2000, and implement
approved projects during fiscal year 2001. The OAG generally pays al
costs associated with the start-up and operation of these projects. Federd
funding at the 66 percent reimbursement rateis provided to the OAG to help
defray costs.

Internet set-ups that will allow two-way communication of child support
information between the Lockheed-Martin operated SDU and counties will
be provided to counties that have given authorization. This developmental
project is the most far-reaching and promising of county automation
projects developed to date. This will enable utilization of the STRADUS-
WEB connection which will allow:
» Collections information to be reported daily by Lockheed-Martin to
the counties and Lockheed-Martin to receive updated collections
information from the counties.
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Sunset
Recommendation
#3

» Loca disbursement information to be sent and received for those
counties approved by the federal OCSE to do local disbursement of
child support. Federal financial participation and state dollarswill be
available to counties providing loca disbursement of SDU child
support.

* New projects which will bring federa financial participation to the
counties and improve coordination of child support servicesthrough-
out the state including:

< State Case Registry: Counties will be able to collect new
support order information and supply it to the SDU for
transmission to the OAG to popul ate state and federal case
registries.

< Loca Customer Service: Counties will provide customer
service on payments related to their jurisdictions that are
being processed by the SDU, thereby expanding customer
serviceresourcesfor child support recipients, employers, and
parents.

< DataGathering: Countieswill providedatato assist the SDU
in properly identifying and disbursing payments.

A document imaging system access project isalso under development. This
project will allow access from the Midland child support field unit to
Midland County'sdocument imaging system and istargeted for implementa-
tion in December 2000. Access by the San Angelo child support field office
to a planned document imaging system in Tom Green County has been
approved by the District Clerk. Dallas County proposed access by the
Dallas area child support field offices to a planned document imaging
system in the county if OAG funding could be made available to the county
for system procurement. It was determined by OAG legal staff that the
OAG does not have the authority to fund this project, and Dallas County
has been informed of this decision.

County and Judicial Work Group

OAG Child Support staff have been meeting regularly with an advisory
group of county officials, whose focus has been on the implementation of
the State Disbursement Unit (SDU). This group has provided valuable
ingght into impact that the SDU will have on counties and the OAG has
worked with thisgroup to lessen theimpact. | n responseto county concerns,
the OAG succeeded in abtaining an exemption from federa regulationsthat
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Sunset
Recommendation
#17

will alow those counties that wish to do so to continue disbursing child
support payments. This disbursement will be effected through an electroni-
caly linked system, that the SDU vendor and the OAG will establish for
participating counties.

Asaresult of the advice provided by this group, the OA G also sought other
ways to fund child support services provided by counties. 1t will pay
counties that wish to do so for providing customer service information on
child support. In order to do so, the OAG and the SDU vendor will provide
counties with the hardware and software needed to access the SDU data
base operated by the vendor. These expenses will qualify for federa
financial participation. The OAG has also arranged to reimburse counties
for providing information to the State Case Registry on newly established
and modified orders. In August 2000, this group expanded to included
members of the judiciary and county judges and became a permanent
advisory group that in addition to continuing to provide advice on SDU
operations, will assist with planning for improved state-county cooperation
for providing child support services, advise Child Support management on
theimpact to counties that changes to the program will have, explore ways
to increase monetary incentives for counties, look for ways to expand
agreements with counties for enforcement services, and work with various
statewide associations on amodel partnership agreement.

Expand Bexar County Cooperative Partnership

The OAG has signed a contract similar to the Bexar County cooperative
agreement with Tarrant County to provide the enforcement servicesinlocal
cases that are made 1V-D cases by local rule. Currently, the OAG has an
agreement with Bexar County, which provides federal funding to county
staff performing collections and enforcement tasks on local-rule child
support cases.

Tarrant County has hired employees to staff this project. An enforcement
office supervisor was hired on June 6, 2000. The DRO hired enforcement
staff in July and training of these staff in OAG policy and procedures was
completedin August 2000. On-the-job training for the new Tarrant County
project staff continued through September. Project implementation is
scheduled for October 16, 2000.
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Sunset
Recommendation
# 15A

Improving Business Practices and Organization

The OAG decentralized appropriate Child Support functionsand downsi zed
State Officein response to Sunset Commission recommendation. The OAG
has devel oped and implemented an outsourcing plan, adecentralization plan
and a plan for State Office staff reduction.

Outsourcing Plan

Two areaswereidentified for outsourcing: Payment Processing and Central
File Maintenance. With the implementation of the State Disbursement Unit
(SDU) in Jduly, 30 FTEs have been redeployed to Field Operations. With the
outsourcing of Central File Maintenance, whichistied to the Employer New
Hire contract, 10 FTEs will be reallocated to other functions, such as the
Centralized Liens Unit, SDU Contract Management group, €tc.

Decentralization Plan

The Central Call Center was decentralized into four regional call centers
and 53 FTEs were sent to the field. Two field budgets for the Specid
Enforcement Officers (15 FTES) and the Regiona Outreach Coordinators
(14 FTEs) were created in order to accurately reflect staff working in the
fied.

Central Office Downsizing Plan

Between January 1999 and August 2000, the number of State Office FTES
declined from 613 to 502, a reduction of 19 percent. These positions were
by-and-largereassigned to field offices. Inaddition, OAG Internal Audit at
the request of the Deputy Attorney General for Child Support isexamining
the 64 positionsin the Administrative and Legal Divisionsfunded by Child
Support to identify whether the work being performed is appropriately
assigned to that divison and whether the staff is adequate or could be
reallocated. In addition to these milestones, State Office deputy directors
are looking at reallocation of positions among their own divisionsin order
to streamline and increase efficiency in State Office operations. Inaddition
to downsizing, decentralizing, and privatizing functions of Child Support
State Office, the OAG has implemented other Sunset recommendations to
improve its work.
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Sunset
Recommendation
#19

Improve Management of Legal Resources

The Sunset Commission recommended that the OAG improve its statewide
management of its Child Support legal resourcesand restructurethe Special
Counsdl and Managing Attorney positions. To do so, the OAG appointed
a Field Operations Counsel to oversee the statewide delivery of lega
services and to provide guidanceto the Special Counsels, now called Senior
Regional Attorneys.

Oneof thefirst thingsthat the Field Operations Counsel did wasto redefine
the duties and responsibilities of the Senior Regional Attorneys. These
duties now uniformly include:

» evauation of the Managing Attorneys performance of their legal
duties,

» monthly reports on docket observations and activities of the Manag-
ing Attorney in the field offices to be submitted to the Field Opera-
tions Counsel and their respective Regional Administrators,

» provison of guidance on implementation of new policies and
procedures to Assistant Attorneys General,

» participationinthehiring of new Assistant Attorneys Genera intheir
respective regions,

» participationin all determinations of merit raises and promotionsfor
Assistant Attorneys Generalsin their regions,

* regular contact with county officialswho impact CSD legal practice,

® direct supervison of the Bankruptcy Specialists and Special
Litigators, participation in Child Support special projects (e.g., the
Texas Fragile Families Initiative), and

» additional legal coverage to Specia Litigators and units as needed,
due to attorney vacancies, unusualy large dockets, complex cases,
and other situations that arise.

In addition to these duties, the Senior Regiona Attorneys are involved in
reviewing docketsintheir respectiveregionswith an eyetoward maximizing
bothjudicia and administrativeremediesand Child Support legal resources.

The Senior Regiona Attorneys worked with the Field Operations Counsel
to develop anew standard salary schedule that will attract new lega talent
and at the same time, fairly compensate experienced Assistant Attorneys
General. Under the old salary schedule, experienced Assistant Attorneys
General were paid much below the schedule, and it was impossible to hire
new attorneys at a fair salary using the old schedule. Consequently, the
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Sunset
Recommendation
# 20

schedule was not followed and new Assistant Attorneys General were
sometimes hired at abelow-schedule salary level. Thisproblem needsto be
addressed with the possibility that a request may need to be made to the
Legidature to fund the new schedule.

Re-engineer Field Office Business Practices
The Modd Office project isan integral part of implementing recommenda-
tions made by the Sunset Commi ssion. Recommendationsinclude determin-
ing the agency's mission, clarifying the field office objectives, reviewing
TXCSES specifications, developing model business processesfor thefield,
and, based on the process models, designing model operating plans,
including a customer service plan, organizational structural, operating
budget and space plan. In addition, the agency has been tasked with piloting
the moddl field office processes in operating plans, making appropriate
adjustments, and rolling out the model to theremaining field offices. Several
of the project goals have been accomplished:
» The San Antonio-North field office has been selected as the model
office site.
» The agency's vision statement created and disseminated.
» Customer Service Plan activities are aready underway in the model
office including:
< acomputer in the lobby for customer inquiry/information
< the OAG web site has been publicized on correspondence and
lobby posters,
< the Ombudsman Program and complaint process have been
publicized,
< theinformation available via the Voice Interactive Response
Systems (VIRS) has been expanded,
< the plan to ensure that telephones are answered,
< implementation of the requirement that all staff identify
themselves on the phone and wear name badges,
< customersare seen the same day requested or an appoi ntment
is scheduled within ten days, and
< the revised Regiona Administrator performance plans have
been implemented.
» Thefunctionality of TXCSEShasbeenreviewed in order to automate
tasks. (Refer to “Review TXCSES and Automate Tasks’ on page
98.)
* The organizational structure and current procedures that need
improvement have been identified.
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TheMoaodel Officewill incorporateimprovementsfromtheFinancial Process
Redesign project which includes making the financial portion of TXCSES
less complicated and more user friendly, reducing the amount of held money
by sending work lists to the field and enhancing reporting capabilities for
internal management purposes.

Privatization opportunities have been examined. Ninefield visitshave been
conducted to study the present and proposed child support enforcement
scope of services, federa mandates, statutory requirements, and legidative
directives. From the information gathered, recommendations regarding the
feasibility of privatization will be made. Other work underway includes:

Developing a prototype report for internal posting on the intranet.
(Thereport wasdevel oped and distributed to Regional Administrators
to help evaluate the region. In the future, it will be used at the unit
level aswell.)

Improving the management of legal resources. (Refer to “Improve
Management of Legal Resources’ on page 84.)

Identifying counties that have online access to records that would be
feasible. (Refer to * Automation of County Records’ on page 77.)
Releasing an RFO on LASSO, an online locate system which will
consolidate locate data bases and expedite |ocate procedures, and is
expected to be implemented by Januauary 2001 (Refer to “Improve
Locate by Accessing Utility and Phone Data Sources’ on page 95).

Next steps include:

Complete planning documents that detail the agency's reengineering
of field office business process and restructure field office jobs
congstent with the model field office program.

Convening a statewide work group to develop and incorporate
additional best practices and process improvements.
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Sunset
Recommendation
#23

Sunset
Recommendation
# 22D

Training
The OAG has taken action to enhance Child Support training to:

» improve locate by using online and phone inquiry techniques and
existing authority to gain online access to Department of Public
Safety (DPS) drivers' license records,

* implement the established administrative and judicial procedures to
encourage and reach stipulated agreement between the parties, and

» improve use of al the enforcement tools.

A three-phase curriculum targets OAG Locate Specidists. Thefirst phase
involves instructor-led locate classes, emphasizing the "L ocate Links' tool
as well as other locate interface tools and desktop locate techniques. The
second phase features customi zed in-house computer based training (CBT)
and Intranet courses designed to teach basic job skills including, but not
limited to, learning the TX CSES automation subsystem, interpreting locate
interfaces data, and processing locate data in the most efficient manner.
Classes are scheduled for the first part of 2001. The third phase involves
ongoing intranet forum discussion sessions to reinforce the locate informa-
tion taught in the first two phases.

Implementation of the Phase | Locate training curriculum has been delayed
pending the procurement of an automated online locate system, known as
LASSO (Locate and Asset Search System Online). Field Operations
management requested that LASSO and two other new locate tools be
integrated into the curriculum. Child Support Training has moved forward
with the purchase and installation of web development software to support
theL ocatetraining effort. Theintranet web pageentitled "L ocate Links' has
been designed to augment instructor-led classes. This web page contains
internet linksto demographic data bases that assist staff inlocating missing
persons and/or assets. An intranet " Forum Discussion™” web page has been
designed and implemented as an online interactive communication medium
where users can discuss post-training topics and receive responses from
subject matter experts. Online accessto DPS drivers licences data has been
avallable since March 25, 2000. This file contains information on all
licensed drivers and ID card holdersin Texas.

Training efforts have al so focused on the existing admini strative processfor
securing stipulated agreements between the parties. A two-part training
course was developed by Child Support Training. The CSRP course
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provides an overview of the Child Support Review Process and the CSRO
courseis specifically directed at Child Support Review Officers. Statewide
CSRP and CSRO training was completed August 31, 2000.

In order to maximize the potentia of the considerable number of tools that
the OAG has at its disposal for enforcing child support orders, the Sunset
Commisson recommended that the Child Support Divison provide
advanced training to its field staff. The development of the Advanced
Enforcement training modul eiscomplete. Statewidetraining was compl eted
August 31, 2000 and this training module has been added to Child Support
training curriculum. In addition, new employee enforcement training was
expanded to provide more in-depth information on enforcement tools.
Emphasis was placed on license suspension, liens and other post judgment
remediesthat are not used asfrequently. Design and devel opment of the new
training module for new workers was completed April 2000.

Strengthen Program Monitoring and Implementing Self-Assessment
The OAG enhanced the Child Support Divison's Program Monitoring
section, strengthened the administrative monitoring of the Child Support
Program, and implemented a self-assessment process to satisfy federa
requirements as recommended by the Sunset Commission in its report.

Federal requirements for program self-assessment were mandated by the
Personal Responsihility and Work Opportunity Reconciliation Act of 1996
(PRWORA). Under the authority of the director of Program Monitoring in
the Child Support Division, Self Assessment Reviews were undertaken for
fiscal years 1999 and 2000. Reviews of required program compliance
criteria were based on a statistically valid sample of cases in the Texas
Child Support Program. The Program Monitoring section, utilizing
availableresources, completed thereviewsandfiled timely reportsin March
1999 and March 2000.

The purpose of the self-assessment reviewsistwofold: first to comply with
the PRWORA |egidlation and second to i nform management about program
compliance with reguirements found in Office of Child Support Enforce-
ment Action Transmittal, OCSE-AT-98-12, and in 45 Code of Federal
Regulations (CFR), Part 303. The reviews assess whether the State of
Texas met the 75 percent compliance standard in the following areas:.
Paternity and Support Obligations, Enforcement of Support Obligations
(including income withholding), Securing and Enforcing Medical Support
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Orders, Review and Adjustment of Orders, Interstate Services, and
Disbursement of Collections. Assessment aso included the 75 percent and
90 percent compliance standards for Expedited Processes, and the 90
percent compliance standard for Case Closure.

Under PRWORA, therulesfor auditing state child support programs were
changed to emphasize performance outcomes instead of process. Program
Monitoring staff from Texas played an integral part in the development of
guiddines for states to use to conduct the self-reviews. The director of
Program Monitoring participated in the national Self-Assessment Core
Work group which convened in May 1997 and issued its report in March
1998. The contributions made by Texas staff were recognized by OCSE in
its March 1998 "Report for State Use in Implementing Self Assessment
Study Results," which noted that "M assachusetts was able to significantly
speed up the development of its self assessment process by using Texas
check sheets and spread sheets as a starting point." Program Monitoring
staff have taken the lead in presentations on self-assessment in a number of
national workshops and audio-conferences.

Program Monitoring staff report to the Child Support Director, but work in
close collaboration with Field Operations staff to carry out ongoing case
reviews. Early in the devel opment of the self-assessment process, field staff
werepaired with Program Monitoring staff to create regional review teams.
A dtructured training component was created, using Program Monitoring
staff and federal regional audit staff as technical advisors. This approach
has proven effectivein helping field management gain first-hand knowledge
of compliance standards. The self-assessment reviews rely on statistical
sampling valid down to the regiona level. Findings are reviewed with
regional administrators who are required to develop corrective action plans
for areasin which improvement is needed.

Establish a Contracts Management Group

A Contracts Administration section wasformed in August 1998 to develop
contract monitoring standards, and to assist the OAG's Child Support
Division with monitoring compliance on existing and future contracts. A
manager and three program specialistsform the section that receivesregular
reports from contract managers. The reporting process has been in place
for more than a year and a half.
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Before a contract is awarded, Contracts Administration assists the
requesting Child Support section with pre-procurement analysis including
financial analysis to make the most cost-effective decision. In addition, an
Executive Review Committee;

» authorizesimpact assessments to determine project feasibility,

e reviews assessments to select a solution, and

» develops and approves contracts.

The committee consists of the Deputy Attorney Genera for Child Support,
the Deputy Directors for Program Operations, Administrative Operations,
Field Operations and Information Technology, and the General Counsel.

After a contract is awarded, Contracts Administration works with the
contract manager to develop monitoring standards for vendor compliance
that are specific to each contract and conductsarisk analysisto promotethe
development of effective and reasonable performance measures.

A risk analysisisalso conducted with contract managersto assign apriority
rating to al contracts and assess which contracts to begin with. Risk
determinations are made based on the following:

* mission criticality,

 funds budgeted and expended,

o asset liquidity or convertibility for persona use,

» complexity of procurement,

 history with contractor or similar goods and services,

« flow of information,

» quality of interna controls and monitoring resources,

» effectiveness of contractual terms,

 internal impact, and

» externa interest.

Procedures are in place that define specific responsibilities and establish a
process for the development of procurement and executable contract
documents, alega review to assure compliance with federal and state law
and regul ations, the efficient use of resources and effective communication,
management and administration of contracts, and accomplishment of
acquisition objectives.
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The procedures apply to all goods or services purchased by a Request for
Offer, Request for Purchase, or Invitation for Bid when the total contract
costs exceed $10,000, and for Information Technology procurements that
have adirect service impact on Child Support staff and are in excess of $1
million.

Inregular reportsreceived by Contracts Administration, contract managers
raise compliance issues for assistance with monitoring and legal matters.
Contract managers also report if they are unable to monitor their contracts
and need help.

Improve Locate by Accessing Utility and Phone Data Sources

The Sunset Commission recommended that management action be taken by
the OAG to "integrate utility and phone company records into the data
sources accessible through the automated locate process, and more
aggressively pursue such records at the local level by exercising existing
statutory authority.” Based on this recommendation, the OAG has taken
action to make the locate process more efficient.

The OAG has plans to procure an automated online locate system, known
as LASSO (Locate and Asset Search System Online). A Request for Offer
(RFO) was released in September 2000. This procurement would meet a
business need for locating individuals and their assets for the purpose of
establishing and/or enforcing child support obligations. The vendor would
be required to consolidate data from more than 20 sources in response to
locate inquiries. The LASSO project will meet the requirements of the
Sunset Commission recommendation, but go well beyond the scope of
integrating utility and phone records.

The LASSO system allows staff to access awide range of locate informa-
tion from one source rather than submitting a number of requests to
different sources. A Child Support Officer or locate specialist submits the
following basic data elements. name, address, date of birth and/or Socia
Security number to the LA SSO system, whichwould then provide datafrom
theidentified sources and assist the user in populating any of the four basic
data elements that might be missing. The LASSO system would utilize
client server technology, limit accessto authorized individuals, and provide
an audit and tracking system to pinpoint every transaction. Child Support
staff would access the system through a web server.
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#21A & B

Currently, locate specialists must submit requests to different data sources
individualy. The work is labor intensive and highly repetitive. Under the
LASSO system, aresponse from multiple data sources would be available
from a single request transaction. Currently, tape exchanges with agencies
such as the Texas Department of Public Safety are received on a monthly
basis and loaded into the Child Support automated system, TXCSES,
through abatch process. Locate "hits" will prompt amorning mail message
to the locate speciaist but may be 30 to 60 days old. Under the LASSO
system, the data bases would be refreshed by the vendor and accessible to
child support staff upon demand.

The LASSO systemwill consolidate datafrom phoneand utility companies,
county tax records, criminal history records, marriage, divorce, birth and
death records, professiona, hunting and fishing licenses, motor vehicle
driving records, and more. Through consolidated searches, locate work can
be expedited. By securing mailing and residential addresses, establishment
efforts can proceed by mail or service of court papers. At the time court
ordered support is set, the LASSO system may be used to provide asset and
credit payment data to assist the court in determining the noncustodial
parent's ability to pay. By identifying assets, home address or place of
employment, the LASSO system can expedite remediesto enforce payment,
including income withholding, liens against property, and suspension of
licenses.

The LASSO system strategy builds upon the Sunset Commission recom-
mendation, but goeswell beyond the scopeidentified. Locatework iscentral
to all child support services. Through vendor procurement, use of cli-
ent/server technology, and consolidated data bases, not only can the locate
function be streamlined and expedited, safeguards to ensure privacy rights
and limit use to the specific purpose of child support collection can be
tightly controlled.

Review TXCSES and Automate Tasks

The functionality of TXCSES has been reviewed and the automation of
tasksisunderway in order to assist child support field staff. Work has been
focused in the following aresas:

» Datamatching with data bases to | ocate absent noncustodial parents
-TXCSES currently matches against data bases of 42 agenciesin an
effort to locate absent noncustodial parents. The major data bases
include the Texas Workforce Commission, Department of Public
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Safety, Comptroller of Public Accounts, Department of Human
Services, State and National Directory of New Hires, and Federal
Case Registry.

I ssuing automated |ocation and employment verification letters and
collection letters - Address and employment verification letters
continue to be issued automatically whenever locate information is
received from an unverified source. The automated collection letter
path can be initiated by field office staff, and the system will send a
series of three collection letters to the noncustodial parent. When
initiated, the first letter goes out immediately, and two |etters follow
ten days apart. After the series of collection letters are issued, the
system prompts the user in ten days, suggesting further action.
Automating wage withholding noticesto employersasaresult of data
matching against state and federal new hire reporting - Details on the
progress of thisinitiative can be found in the Administrative |ncome
Withholding - Automated section on page 34 .

Automating the attachment of financial institution accounts - The
progressonthisinitiativeisreported in the Financia Institution Data
Matches section on page 37.

Automating the suspension of driver and professional licenses - The
OAG has re-automated the License Suspension Delinquency Notice.
Details on this initiative are reported in the License Suspension
section on page 38.

Reporting delinquent accounts to credit bureaus - The federa
mandatefor thisinitiativerequires statesto havelawsand procedures
under which the names of delinquent child support obligors and the
amounts of support delinquencies are reported periodicaly to
consumer credit bureaus. The OAG reports cases to credit bureaus
every month aong with delinquent amounts. A changein transmis-
son format is being made, but this alternative format will not
interrupt the transmission of data

Sunset Request Federal Clarification on Locate Sources
Recommendation The OAG hassubmitted aPolicy Inquiry Question (PIQ) for theU.S. Office
# 224 of Child Support Enforcement (OCSE). The request asks for clarification

on which locate sources are mandatory under the Expanded Federal Parent

Locator Service and explains the need to streamline case processing by
eliminating unnecessary checks.
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The OAG has proceeded on locate clarification in order to assess unproduc-
tive checks on data sources during the automated locate process. Federa
guidance is being sought, and it is hoped that burdensome processes not
specifically required can be eliminated.

Prior to submitting the request, the Child Support Information Technology
(IT) section reviewed active and inactive sources to determine the data
received from each source. IT worked with field staff to identify and
prioritize critical data elements from locate sources. Field staff have been
consulted as interfaces are added or reactivated.

Federal requirements are no longer clear on which locate sources are
mandatory for automation. Thefederal publication, Automated Systems for
Child Support Enforcement: A Guide for States (the Certification Guide),
provides alist of sources that should be accessed. Regulations at 45 CFR
§ 303.3(b), provide alist of sourcesthat must be accessed, aong with time
frames for accessing them. Given the numerous sources available and the
tremendous volume of data now being added to the IV-D casdload,
clarification is needed on which sources must be accessed within the 75 day
case processing time frame when a case requires locate.

Outsourcing

The OAG has examined and proceeded on privatization opportunities. To
assure that the highest quality of services can be provided, a Contracts
Management Group has been established. The status of mgor OAG
contracts follows.

State Disbursement Unit (SDU)

The State Disbursement Unit (SDU) is a centralized payment processing
unit that was transferred to Lockheed Martin, effective July 1, 2000.
Lockheed-Martin opened the SDU facility in San Antonio, Texas at the
former Kelly Air Force Base site. (Refer to “SDU)” on page 33 for detailed
information.)

Private Collection Contract

The full office privatization will be considered following the Financia
Redesign and Mode Office projects completion in 2002. In March 2000,
the OAG issued a Request for Information on a pilot private collection
contract. Based on the responses, adecision was madeto postponethe pilot.
It was also decided that a private collection contract would not be feasible
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until progress was made in the Financial Process Redesign project.
Implementation of a private collection contract will occur no earlier than
November 2001. The OAG is reviewing other states experiences with
collection privatization aswell asthe L ockheed collections contract with the
OAG during the period of 1993 to 1997.

Employer New Hire Reporting
The Employer New Hire data base was established and is maintained by
TRW. The origina contract term was from September 1, 1997 to August
31, 1999 with four one-year extensions possible through August 31, 2003.
Employers must submit a notice to the state new hire directory on al new
employees no later than 20 days from the date of hire. The employee
information is entered into a data base and compared with a state registry
of open child support cases. If there is a match, an administrative income
withholding order must beissued by the OAG. The state is also required to
send new hire information to the national new hire directory. The same
comparison is made with the national case registry to find interstate
matches. After the contract is signed, the new hire vendor will aso be
responsible for the following functions that are currently performed by
Central File Maintenance:
o employer cal center to handle employer telephone inquiries,
» employer data base and registry to assist in the state's efforts in
issuing wage withholding orders to employers, and
» data entry of completed TXCSES generated forms, documents
generated from the U.S. Postal Service and other miscellaneous
documents received by the OAG

Medical Support Enforcement

The OAG entered into a contract with Public Consulting Group (PCG) for
medical support enforcement services. PCG is responsible for operating a
statewide medical support enforcement unit in Austin, Texas that provides
an automated method of identifying all children onthe OAG's caseload who
are covered by an existing health insurance plan. The unit aso provides
administrative enforcement of medical support orders in cases where the
absent parent isunder court order to enroll the children in ahealth insurance
plan.

An interagency agreement with the Texas Department of Health is aso
maintained that provides for the sharing of information obtained from
medical support efforts. The Texas Department of Health in return shares
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part of the savings realized from the OAG medical support efforts with the
child support program.

Thisnew collaborative approach to medical support enforcement eliminates
most of the time-consuming manual tasks associated with identifying the
availability of group insurance. The process offers promise to significantly
increase the number of children enrolled in a health insurance plan.

Genetic Testing

The OAG contracts with three vendors that provide DNA paternity testing
services and litigation support including testimony. The three vendors are
Fairfax Identity Laboratories, Laboratory Corporation of AmericaHolding,
andthe University of North TexasHealth Science Center. During fiscal year
1999, the OAG spent about $2.4 million on paternity testing.

Automated Mail Contract

The OAG contractswith Compass Print and Mail Servicesof Dallas, Texas
to distribute approximately 800,000 pieces of mail per month in efforts to
collect child support. This includes applications for enforcement services,
locateletters, court notices, license suspension | etters, administrativeincome
withholding letters and more. In all, there are about 300 different combina-
tions of letters and forms printed and mailed in this effort. Nearly all of this
mail isdelivered to the U. S. Postal Service and postmarked the same day
that the requests are generated on TXCSES. To perform these services,
Compass must al so provide extensiveforms devel opment and programming
services related to the high speed print production of OAG forms.

Financial Institution Data Match (FIDM)

The OAG is required to enter into agreements with financial institutions
doing business in the state for the purpose of securing information leading
to the enforcement of child support orders. In coordination with these
financial institutions, a data match system will be developed in which each
financial institution will provide quarterly the name, record address, Social
Security number or other taxpayer identification number for each
noncustodial parent who maintains an account and who owes past-due
support. (Refer to “Financia Ingtitution Data Match” on page 53 for more
information.)
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Locate and Asset Search System Online (LASSO)

The OAG plansto procure LASSO, an automated online locate system. A
Request for Offer was released in September 2000. This procurement
would meet aneed for locating individuals and their assets for the purpose
of establishing and/or enforcing child support obligations. (Refer to
“Improve Locate by Accessing Utility and Phone Data Sources’ on page 95
for more information. )

Reports

SB 368 requiresthe OAG to prepare areport on the progress and impact of
privatization issues. The OAG has gathered information on the subject and
will submit the report by the end of calendar year 2000. At the sametime,
the OAG will submit areport on the effectiveness and use of enforcement
tools. A request has been submitted to Child Support MI1Sfor datathat will
be used to evaluate various enforcement tools.

SB 368 aso requires that the OAG submit areport that evaluates alterna-
tive sources of revenue. The OAG has begun gathering information for this
report. It has sent a survey to other states requesting reports prepared on
fees, conducted an initial literature review, and obtained statistics on
insufficient funds. The report will be submitted on October 15. The report
will examine the impact of the new SDU on the insufficient funds process,
finalize assumptions for cost estimates, complete cost estimates, findize a
cost benefit model, and survey advocacy and interest groups.
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Conclusion

Asthisreport shows, remarkabl e progress has been made toward improving
the Child Support Program; however, much remains to be done. A major
focus of our efforts over the coming yearswill beto increasethe percentage
of the casdload with enforceable child support orders. Currently, the
program opens about 15,000 new cases per month, about three-fourths of
which are referred by the Department of Human Services. Of the new
cases, more than 80 percent require the establishment of a child support
order. However, the order establishment process remains alabor intensive
endeavor. Child Support staff must locate the absent parent, verify income
or assets, prepare legd filings, request that parties be served, and take the
case to court before obtaining an enforceable order.

The program has taken actions that should make more resources available
for establishing orders. The automation of some enforcement tasks such as
sending employer writs automatically when a child support case with a
support order matches areported new hire should makeit possiblefor field
offices to devote more resources to the establishment process. The Field
Operations Attorney isworking with Senior Regional Attorneysto increase
thesize of docketsin certain areas of the state. And since January 1999, the
Child Support Division has been redeploying staff by downsizing the State
Office and putting the FTEs in the field offices where they can provide
direct services to the people who need our services. In addition, the OAG
in its Legidative Appropriations Request requested a change to Rider
language regarding temporary staff that would allow temporaries currently
used to provide direct child support services to be converted to full time
equivaent positions. An exceptional item also addresses the authority to
add 210 staff to meet the growing need for services. A recommendationwas
also madeto fund these additional positionsby moving forward unexpended
balances and eliminating the need for the OAG to fund the state portion of
the TANF Supplemental payments.

Even asthe program intensifiesits efforts to increase the rate of cases with
established orders, it has not lost sight of the need to continue to improve
customersservice. The performance of the new Regional Call Centershave
surpassed our expectation, but we will need to continue to pay close
attention to them if we are to maintain the high level of customer service
achieved during fiscal year 2000. For anumber of reasons, inquiriesto the
call centershaveincreased substantialy from April to August 2000, but call
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center staffing has remained constant. In order to maintain the current 95
percent answer rate, new production enhancing technologies have been or
will beinstalled in the call centers.

The Financia Processing Redesign (FPR) project should produce some
short-term solutionsto the problemsthat cause customersto makeinquiries
tothecall centers. Under the umbrela of the FPR, a number of efforts are
underway. So far, work completed has reduced the number of multiple
adjustments on a single case by more than 80 percent, increased efficiency
inthe adjustment process, and significantly improved batch runtime. Other
improvement will increase the amount of held money that is disbursed to
families. The bulk of the benefits from this project, however, will be seen
in the coming fisca years.

Implementation of the federal welfare reform mandates will also have an
impact on the demand for customer service. Implementation of the
Financia Ingtitution Data Match (FIDM) should make the location of
financial assets more efficient and thelink between the New Hire Reporting
Directory and automated incomewithhol ding has already had ahugeimpact
on collections. But even as these innovations lead to more and better
service, they are also likely to lead to more inquiries from customers, who
for thefirst time begin receiving child support payments on aregular basis.

The successful implementation of the State Disbursement Unit (SDU) could
also increase the volume of customer inquiries as non IV-D cases that had
formerly been received and distributed | ocally are sent to and disbursed from
a centralized location in San Antonio. In anticipation of this new demand
for information, the SDU contract with the vendor, Lockheed-Martin
requiresit to answer inquiries regarding the payments, and Child Support
has made it possible for counties to receive federal financial participation
for answering customer inquiries about child support payments, many of
which will be generated by implementation of SDU.

Implementation of SDU will reshapetherole of countiesin the child support
process. Eventualy, all child support paymentswill bedirected to the SDU,
but the OAG has taken steps to ease the impact of this transition for
counties. It successfully obtained an exemption from the federal govern-
ment that will allow countiesthat wish to do so to disburse paymentslocally
through an electronically linked system. The exemption applies to 38
counties that expressed interest in participating in a system of loca
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disbursement in a survey conducted by the OAG in 1999. Other counties
that want to disburse payments locally may be alowed to do so after the
first wave of counties are set up, but their participation will depend on the
federal government granting another exemption.

Togivecountiesavoiceinimplementing the SDU, the OAG set up acounty
advisory group. In response to concerns raised by this group, the OAG
applied for and obtained the exemption mentioned above and won approval
from the federal government to allow federal financia participation for
customer service efforts also referred to above. The group will continue to
meet on aregular basis and its composition has been expanded to include
more county officials and representatives of the judiciary. This group will
advisethe OAG on how to improve county relations and how to implement
program changes that have an impact on counties.

Counties were leery of SDU implementation in part because of the
experience that they had with another big-ticket, technology project, Child
Support’s new computer system, TXCSES. Frankly, implementation of
TXCSES caused problems not just for counties but for customers and staff
alike. However, in 1999 the OAG began to take steps to address these
problems. It improved the software and purchased new hardwarewhichin
turn increased the availability of TXCSES to staff. Child Support
management also became more involved in setting priorities and planning
new Information Technology projects.

Over thelast fiveyears, implementation of federally mandated projectssuch
as the development of the new computer have resulted in mgjor upheavals
to the program, especialy to itsinfrastructure. At the sametimethat these
changes were being implemented, the role of the federally funded child
support program also has changed under welfare reform. The Title 1V-D
program was launched in 1975 as a cost recovery program aimed at
recouping public assistance costsfrom absent parents. Aspublic assistance
rolls have declined, the program’s ongoing contribution to family self-
sufficiency has become more prominent. Under federal law, child support
services must continue for former TANF and Medicaid recipients. Child
support collections become a central component for families striving for
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independencefrom welfare. TANF casesare no longer the majority type of
cases handled by the OAG. Former TANF cases make up 48 percent of the
caseload and cases with no public assistance history 26 percent. TANF
cases have declined dramatically to 17 percent of the caseload and cases
involving Medicaid benefits but no TANF history comprise 9 percent of the
total caseload.

But amid these drastic changes, the program was able to surpass a major
milestone in state fiscal year 2000. For the first time in program history it
collected more than $1 billion in child support. Thisamount represents an
increase of more than 30 percent over 1998 and comes at a time when
casel oad growth has remained static. Thisbillion dollar year has set a new
benchmark for program performance expectations and establishes momen-
tum for further improvement in the years to come. The Child Support
Programis justifiably proud of the advances that it has achieved over the
last two years, but it isnot complacent. New challenges are on the horizon
and old problems demand constant attention. The eyes of the program are
fixed on implementing the recommendations made by the Sunset Commis-
sion and the Legidature and providing our customers with efficient and
timely services.
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OFFICE OF THE ATTORNEY GENERAL " CHILD SUPPORT DIVISION
JOHN CORNYN

Office of The Attorney General
Child Support Compact with Texans

The Attorney General's Child Support Division iscommitted to providing excellent serviceto all
customers (internal and external) while meeting its vision — Support: Children deserveit! The
division's primary customers are the children of Texas. Other customers include both custodia
and non-custodial mothers and fathers along with many other officials, agencies, organizations
and individuals involved in the child support process. In serving al their customers, Child
Support staff will be guided by these principles:

» Alwaysdo what is best for the child, putting children first.

» Treat everyone with dignity, respect, honesty, and courtesy.

» Wak in the customer's shoes and have empathy.

* Bealeader in doing the right thing, not just doing things right.

» Participate and contribute to solutions - work as a team.

* Maintain objectivity and be non-judgmental.

* Respect the customer's privacy.

* The customer's perception of redlity isther redlity.

The Child Support Division conductsfocus groupsacrossthe state to ensure continuing input and
feedback from external and internal customers on our program operations and performance.
Based on customer input, the Child Support Division is developing a customer service plan to
make improvements in the following areas:

» Access to services and staff.

» Information that is comprehensive, accurate, easily obtainable and easily understood.

* Promptnessin acting on new case information and in responding to customer requests and

inquiries.
» Accuracy, quality, and correctnessin all work products.
» Professional, courteous, and respectful treatment for all customers.
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External customer service goals and standards for the Child Support Division are:

By August 2000, the service delivery process will begin within 20 days of receipt of a
completed application.

By August 2000, customers will be able to submit an application via Internet.

By August 2000, we will establish and publicize aformal complaint handling process.
By September 2000, al staff will be trained in customer service.

By August 2001, satisfaction with customer services will improve 25% as measured
against customer satisfaction surveys conducted in 1998.

By August 2001, 70% of phone calls will be answered; 80% by the end of August 2002;
90% by the end of August 2003.

Customers will be seen on the same day they request to be seen, if possible, or will be
offered an appointment within 10 days of the date requested.

If you have a concern or a suggestion for improvement, you may:

Discuss the concern or suggestion with the person who served you.

Speak to the unit manager or ombudsman in the local child support office. Names and
addresses of unit managers and ombudsmen are posted in the offices.

Send an inquiry to the Child Support Interactive Page.

Use Complaint Form 1600, which is available electronically and at all child support
offices.

If after consulting the local and regional ombudsman you are still not satisfied, your complaint
will be forwarded to the State Office Ombudsman.
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Child Support Complaint Process/Acknowledgment

The Child Support Division of the Office of the Attorney General recognizes each customer’ s right
to prompt and courteous assistance. We are dedicated to maintaining the highest level of professional
commitment and personal serviceto those served, particularly the parents and children of Texas. We
have received your complaint and are providing this document in an effort to help you understand the
Child Support Divison’s complaint process.

What Happens After I Submit My Complaint?
These are the basic steps that will take place:
» your complaint will be documented on our computer system to maintain a record
* aninvestigation will take place, which may include:
< discussing the issue further with you
< researching our computer records
< talking to other persons who are subjects of the complaint
» you will be provided with quarterly updates until resolution
» once resolved, you and other persons who are subjects of the complaint will be notified
 theresolution will be documented on our computer system

Who Will Handle My Complaint?

A special program has been established to handle complaints, which is caled the Ombudsman
Program. Thisconsistsof achild support staff member in each child support field office and regional
office that have been designated to handle complaints. The State Office Ombudsman in Austin is
responsible for overseeing the program. We hope to resolve your complaint at the field office level.
If unable to resolve the issue at this level, it will then be forwarded to the regional or State Office
level.
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What Records Are Kept?
A record of your complaint that contains the following information will be kept by the Child Support
Divison:

your name

date the complaint was received

nature of the complaint

name of each person contacted in relation to your complaint
summary of the results of the review or investigation

Your complaint will be documented and tracked on the Child Support Division's computer system
to ensure a timely response. All information regarding this complaint will be kept confidential in
accordance with the Child Support Division's policies.

How Will I Know If Anything Is Being Done?

Y ou, along with any other personswho are subjects of the complaint, will be provided with quarterly
updates as to the status of the investigation until it is resolved. You will also be notified at the time
the complaint is resolved.

Y our complaint will be handled by:

()

Field Ombudsman Name Phone Number

Please contact us if you have additional information or any questions about the complaint process.
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Sunset Recommendations Status Report

Sunset Recommendation CSD CSD Executive Status
Strat. & Program
Init. Lead
#
Retain the child support program within the NA Howard Baldwin Substantial progressisbeing madeonal four frontsand inimplement-
OAG for a two-year probationary period. ing statutory changes found in SB 368 and the management action
Four determining factors to decide whether recommendations found in the Sunset Commission’s report.
the OAG has successfully re-engineered and
revived the program:
« improved customer service
« improved performance
* resolve computer issues
« comply with federal welfare reform
mandates
Mandate the state agenciesinvolved with the 42 AliciaKey « Group convened in January 2000
child support program to participate in the Kathy Shafer « Planning issues identified
development of astatewideinteragency part- « Information gathering conducted during the spring
nership strategy. Establish a standing child * Regular meetings are being held
support executive workgroup to address co-
ordination efforts. Improvement of data sharing is the focus of the group. Program staff
areidentifying data elements that each agency needs. The next step
will be to determine the impact that each agency’s confidentiality
requirementswill haveon sharing thisinformationwith other agencies.
Establish a county work group to be 41 GloriaHunt A group of county officials advised CSD on implementation of the
integrally involvedin CSD’ sdevelopment of Linda Swedberg State Disbursement Unit. Asaresult, CSD obtained afederal waiver
programs that affect counties to alow counties that choose to do so to continue to disburse child
support paymentsthrough alinked, electronic system of local disburse-
ment. CSD also ensured that federal funding would be available for
counties that want to provide SDU disbursement customer service.
This group has subsequently been expanded to include other county
officials and meets regularly to advise CSD.
Report to the legidature on the progress and 7.12 Cheryl Kabler Information isbeing gathered for thisreport and afinal draft should be
impact of privatization Alice Embree complete before the legisature convenes in January
RequireCSD to establish an Information Re- 6.3 Diana Williamson This committee has been established and meets regularly.
sources Steering Committee
RequireDHS/OAGinteragency agreementto 44 AliciaKey An Memorandum of Understanding covering these issues has been
set timelines and data exchange standardsfor Kathy Shafer signed. DHSand CSD have been implementing the new non-coopera

information needed by CSD and to delineate
standardsto ensurethat TANF recipientsthat
fail to cooperate are quickly sanctioned

tion procedures since last year.
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# Sunset Recommendation CSD CSD Executive Status
Strat. & Program
Init. Lead
#
7 Require CSD to maintain and report data | 7.12 Cheryl Kabler Information isbeing gathered for thisreport and afinal draft should be
sufficient to evaluate the use and effective- Alice Embree complete before the legidlature convenes in January
ness of all enforcement tools
8 Modify Texaslaw to provide that aman who 32 AliciaKey The law has been implemented. The OAG funded positions at the
voluntarily signs an acknowledgment of pa- Kathy Shafer Bureau of Vital Statisticsto input acknowledgment data and make it
ternity isthe legal father of a child born out Joan Hutcheson available to OAG staff. OAG can access this information online.
of wedlock
The OAG and BVS worked together to train staff from hospitals,
birthing centers, and local registriesthroughout the state. InFY 2000,
BV S registered more than 56,000 acknowledgments of paternity.
9 Require CSD to conduct acost-effectiveness | 7.14 | Cheryl Kabler The report has been completed and submitted to OAG executive man-
evaluation of alternative sources of revenue Alice Embree agement for final review.

10 Institute and publicize a single complaint 11 Cheryl Kabler A state ombudsman was hired in October 1999. Ombudsmen were
system that responds to, tracks, and helps John Green appointed in each field and regional administrative office. TXCSES
resolveclient complaintsand institutean om- was modified to track complaints and procedures were established for
budsman program staff to correctly enter dataabout complaintsinto thesystem. Thestate

ombudsman monitors the complaints. If acomplaint is not resolved
within 60 days, a notice is sent to the person who initiated the com-
plaint.

11 Require CSD to provide atoll-free customer 15 GloriaHunt An employer’ s toll-free number was established in July 1999.
service number for employers Thomas Neal

12 Establish a work group to evaluate recom- NA AliciaKey A work group was convened and the recommendations of the group

mendations made by DMG and the OAG

were sent to the legislature February 15, 1999.
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Sunset Recommendation

CSD

Strat.

Init.

CSD Executive
& Program
Lead

Status

13A

Resolve, not later than May 1, 1999, the
child support computer system’s (TXCSES)
ability to correctly identify and code TANF
and Medicaid casesreferred to child support
enforcement as “public assistance” or “non-
public assistance.”

25

GloriaHunt
Laura Secondo
Bowden Hight

The Child Support Division sent aletter on May 11, 1999 to the Sun-
set Commission reporting the successful completion of thefirst phase
of the ‘case type’ project. The letter stated that “on the weekend of
May 1[1999], the changesto theautomated system wereimplemented
[which]...will ensure that new cases and re-certifications referred
through the automated interface with the Texas Department of Human
Services will be coded accurately.”

The efforts since that implementation have focused on correcting case
datawithin the TXCSES system. Current activitiesinclude:

« Anin-depthanalysisof al of theinterface processeswhich create
new case or update case dataon TXCSES,

« Anadysisof al existing policy and current procedures to insure
that the Child Support Division’ sinterpretation of incoming data
is accurate,

« A re-engineering effort to increase dataintegrity, thereby reduc-
ing case issues, and

* AnAnalysisof current datawithin TXCSESagainst publicassis-
tance records to insure accuracy of historical data

Thecompletion of theanalysisportion of theon-going activity isantic-
ipated by early calendar year 2001.

13B

Improve effectiveness of systems operation,
planning and devel opment by consolidating
al systems activities into a system section
under thedirection of aqualified Information
Resource Manager, not later than March 1,
1999.

NA

DianaWilliamson

On March 1, 1999, the OAG hired Diana Williamson and named her
the Deputy Director for Information Technology. Ms. Williamson
previously served as Deputy Commissioner for Management Informa-
tion Systems (MIS) at the Texas Department of Human Services
(DHS). Shewaswith DHS MIS for 22 years. She has an extensive
background in mainframe systems devel opment, computer operations,
telecommunications and client/server systems development. Shewas
responsible for more than $80 million of Information Technology
services and projectsin fiscal year 1999 with an IT staff of 500 state
workers and approximately 150 contractors.

All core Child Support technology functions were consolidated in the
IT organization. These functions include systems maintenance and
development, computer operations, network and telephone support, I T
planning, and state and federal approval for automation.
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Sunset Recommendation

CSD

Strat.

Init.

CSD Executive
& Program
Lead

Status

13C

Develop aplan to enhance responsetimeand
improve batch processing of child support
payments.

6.2

Diana Williamson
Stan Clements
Laura Secondo
Bowden Hight

In aletter dated March 31, 1999, the OAG outlined a plan for short-
and mid-term batch performance improvement. The letter also con-
tained along-term plan for the financial process redesign project.

Batch processing time has been substantially reduced. Batch runs now
routinely finish 3to 4 hours ahead of schedule. Adjustments process-
ing has also improved.

Responsetime hasal so been significantly reduced, going from an aver-
age of .78 seconds to .13 seconds.

14

Develop an action plan to improve the Divi-
sion’s process for receipt and distribution of
child support payments.

25

GloriaHunt
Laura Secondo
Bowden Hight

In aletter to the Sunset Commission dated February 15, 1999, Child
Support explained the planto the A ppropriationsand Finance Commit-
teesfor improving the recel pt and distribution child support payments.
The plan includes:
« Changesto the adjustments and external batch performance tun-
ing
C Support order correction process
C Reconciliation and financial reporting
C Roll back/roll forward design for
adjustments, and
C USAS payment expedite process.

processing payment

Theletter statesthat the Child Support Divisionwill develop strategies
to reduced undistributed collections dueto collection holds, arrearage
overages, address holds and future pay holds.

Since then the Child Support Division has:
C Initiatedafinancia processredesign project to makethefinancia
portion of TXCSESIesscomplicated and more user friendly, and
C Worked to reduce the amount of held money by sending work
liststo the field.

15A

Examine decentralizing appropriate division
functions and downsizing the central office
by developing an outsourcing plan, a decen-
tralization plan, and analyzing central office
staff reductions

51

Howard Baldwin
and Deputies

The OAG decentralized appropriate Child Support functions and
downsized State Officein response to Sunset Commission recommen-
dation. The OAG has developed and implemented an outsourcing
plan, adecentralization plan and aplan for State Office staff reduction.
The OAG reduced the Child Support State Office by 110 FTES, rede-
ploying most of these positionsto the field.
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Sunset Recommendation

CSD

Strat.

Init.

CSD Executive
& Program
Lead

Status

15B

Strengthen administrative monitoring by en-
hancingtheProgram Monitoring Unit’ scapa-
bilities and implement a self-assessment pro-
cess that will satisfy federal requirements.

53

Jeff Lewis

The Director of Program Monitoring reports directly to the Deputy
Attorney General for Child Support and works more closely than ever
with Field Operations.

Program Monitoring has devel oped amonitoring plan, which includes
aself-assessment processto eval uate both complianceand performance
by merging self-assessment mandated criteriawith corresponding fed-
eral incentivemeasures. Themonitoring planincludesopportunitiesfor
Program Monitoring to serve in a consultant capacity by conducting
efficiency studies per requests from individual field office managers
and county government units.

Since 1999, Program Monitoring has conducted two self-assessments.
During these self-assessments, Program Monitoring were paired with
field staff in each region, creating regional review teams. This ap-
proach has proven effective in helping field management gain first-
hand knowledge of compliance standards. Texas's approach haswon
national recognition by the federal Office of Child Support Enforce-
ment..

15C

Redesign the internal agency reporting sys-
tem to shift the current administrative moni-
toring focus from outputs to effectiveness,
efficiency, and customer service.

3.6
and
5.10

Jerome Lindsay
Victor Mantilla

To date the OAG has:
« Created awork group
« Determined which parts can be produced using SAS reporting
and which must be produced by TXCSES

Four of five federal measures have been adopted as key measuresin
LBB reporting. The following reports are being distributed at the
regional level: percent of casesobligated, percent of support collected,
and cases with collections on arrears.

Work remaining includes:
« Completing the Business Requirements Document (BRD),
« Programming the new federa incentives monthly report at the
unit / regional level, and
« Putting existing Goalsand Production report dataand new incen-
tives data on the OAG intranet in graphical format.
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# Sunset Recommendation CSD CSD Executive Status
Strat. & Program
Init. Lead
#

16 Examine privatization opportunities includ- 3.15 | JeromeLindsay Child Support contracted with Lockheed Martin to operate the SDU
ing: Jim Bishop and to take over receipt and disbursement of 1V-D payments.

« awarding acontact to a private vendor,

« contracting with a private vendor to Thefull service office privatization will be considered following com-
perform collections on delinquent pletion of the Financial Processes Redesign and Model Office projects
accounts, in 2002. In March 2000, the OAG issued a Request for Information

« outsourcing payment processing to a on apilot private collection contract. Based on the responses, a deci-
qualified vendor, and sion was madeto postponethe pilot. It wasalso decided that aprivate

* using apayment processing contractor collection contract would not befeasibleuntil progresswasmadeinthe
to generate child support checks. Financial Processes Redesign project. Implementation of a private

collection contract will occur no earlier than November 2001.
The OAG isreviewing other states’ experienceswith collection privat-
ization as well as the Lockheed collections contract with the OAG
during the period of 1993t01997 and will issueareport onitsfindings
in November 2000. In addition work is continuing to:
* assessthe Field Operations Task Force,
« createalink to Financial Processes Redesign to monitor and co-
ordinate,
« complete five-part feasibility study and issue a report to CSD
management, and
« develop an RFP if management decides to establish a private
collections project.

17 The Child Support Division should expand 39 GloriaHunt 1n 1999, the OAG and Tarrant County negotiated acontract to extend
the Bexar County cooperative partnership Linda Swedberg the ICSS model to Tarrant County. The project will be fully imple-
model to at least one other county during the mented by October 16, 2000.

FY 2000-2001 biennium.

18 Establish a Contracts Management Group to NA Cheryl Kabler A Contracts Administration section was formed in August 1998 to

develop contract monitoring standardsand to Harvey Davis develop contract monitoring standards, and to assist the OAG’s Child

monitor compliance with existing and future
contracts.

Support Division with monitoring compliance on existing and future
contracts. A manager and three program specialists form the section
that receives regular reports from contract managers and reportsto the
General Counsdl on amonthly basis. The reporting process has been
in place for more than ayear and a half.
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# Sunset Recommendation CSD CSD Executive Status
Strat. & Program
Init. Lead
#
19 Improve statewide management of legal re- 54 Jerome Lindsay The OAG appointed a Field Operations Counsel to oversee the state-
sources Jo Kirkel wide delivery of legal services and to provide guidance to the Specia

Counsdls, now called Senior Regional Attorneys.

Senior Regional Attorneys had their duties and responsibilities rede-
fined. Thesedutiesinclude:

evaluating Managing Attorneys,
reporting every month on docket observations and activities of
the Managing Attorneysin the field offices and submitting stan-
dard reports to the Field Operations Attorney and Regional Ad-
ministrators,
providing training on new policies and procedures to Assistant
Attorneys Generd,
participating in the hiring of new Assistant Attorneys General in
their regions,
participating in recommending meritsand promotionsfor Assis-
tant Attorneys Generalsin their regions,
maintaining contact with county officials, supervising specia
atorneys (e.g., bankruptcy specialists), in their regions, and
handling difficult cases that involve complex legal issues.
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Sunset Recommendation

CSD

Strat.

Init.

CSD Executive
& Program
Lead

Status

20

Re-engineer field office business processes,
develop a model field office program, and
restructure field office jobs consistent with
the model field office program.

55

Jerome Lindsay
Linda Franco

Severa of the project goas have been accomplished:
* The San Antonio-North field office has been sdlected as the
model office site.
« Theagency’svision statement created and disseminated.
« Customer Service Plan activities are already underway in the
model office including:
< a computer in the lobby for customer inquiry/infor-
mation
< the OAG web ste has been publicized on
correspondence and lobby posters,
< the ombudsman program and complaint process has
been publicized,
< theinformation available viaVIRS has been expanded,
< the plan to ensure that telephones are answered,
< al staff identify themsel ves on the phoneand wear name
badges,
< customers are seen the same day requested or an
appointment is scheduled within ten days, and
< therevised Regiona Administrator performance plans.
« Thefunctionality of TXCSEShasbeenreviewedinorder toauto-
mate tasks. (Refer to that section for more information.)
« The organizational structure and current procedures that need
improvement have been identified.
The Model Office will incorporate improvements from the Financia
Process Re-design project which includes making thefinancia portion
of TXCSES less complicated and more user friendly, reducing the
amount of held money by sending work lists to the field and enhance
reporting capabilities for internal management purposes.

21A

Review thefunctionality of the TXCSESsys-
tem to automate additional tasks currently
being performed manually by CSOs

511

Jerome Lindsay
Karen Clements

Work Completed:
Data matching with data bases to locate absent NCPs. We are cur-
rently matching against many data bases including the following:
< Texas Workforce Commission
Department of Public Safety
Comptroller
Department of Human Services
State and Nationa Directory of New Hires
Federa Case Registry
 Issuing automated location and employment verification letters
and collection |etters.
« Automated income withholding notices to employers
« Automated license suspension notices
Work Remaining:
« Automate the attachment of financial institution licenses,
« Automatethe suspension of driver and professiona licenses, and
« Automatethereporting of delinquent accountsto credit bureaus.

N NN NN
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# Sunset Recommendation CSD CSD Executive Status
Strat. & Program
Init. Lead
#
21B | ProgramTXCSEStore-automatethelicense 34 Jerome Lindsay Work Completed:
suspension process, including the ability to: Rick Gillham ¢ TXCSES now identifies delinquent obligors,
¢ identify when payments ae not ¢ TXCSES now matches drivers license and professional license
received and cases become delinquent data base with delinquent obligors, and
« automatically send quarterly license « License suspension notices are sent automatically to delinquent
suspension notices to delinquent obli- obligors.
gors, and
« match drivers license and professional Work Remaining:
license data bases with delinquent obli- « Create adelinquency letter work list,
gors. * Modify locate screens on TXCSES,
« Complete CCD for administrative and judicia tracking system,
« Complete CCD for a previous enforcement action search,
« Complete CCD for an ALPS notice to match automated notice,
and
« Complete CCD for License Suspension Reports.
22A | Request forma clarification on federa 5.12 | AliciaKey Thisinitiative is complete. The OAG is awaiting a response from
requirementsfor unproductivechecksondata Kathy Shafer OCSE.
sources during the automated |locate process
by initiating a Policy Inquiry Question and
eiminate those burdensome processes not
specifically required.
22B | Identify countieswhereautomationof county | 5.13 | Jerome Lindsay Online record access projectstotaled 25 in fiscal year 1999. Nine of
records will alow online access via desktop Linda Swedberg these projectswere county- to TXCSES access, and 14 werefield unit-

searchesand be most cost effective and when
feasible, seek federal funding to defray the
cogts of establishing such access.

to county access. Five additional countieswilling to allow OAG field
staff accessto child support recordshave beenidentified. OAG techni-
cal staff will determine technical feasibility in each county by the end
of fiscal year 2000, and implement approved projectsduring fiscal year
2001. The OAG generally pays all costs associated with the start-up
and operation of these projects. Federal funding at the 66% reimburse-
ment rateis provided to the OAG to help defray costs.
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# Sunset Recommendation CSD CSD Executive Status
Strat. & Program
Init. Lead
#
22C | Integrate utility and phone company records 5.7 Jerome Lindsay A Request for Offer (RFO) for the LASSO system has been drafted for
into the data sources accessible through the Kerbey Spruiell releasein state fiscal year 2000. This procurement would meet abusi-
automated |ocate process, and more aggres- ness need for locating individuals and their assets for the purpose of
sively pursue such records at the local level establishing and/or enforcing child support obligations. The LASSO
by exercising existing statutory authority system allows staff to access awide range of locate information from
one source rather than submitting a number of requests to different
sources. More than 20 sources of dataare identified in the RFO.
Currently, locate speciaists must submit requests to different data
sourcesindividualy. Thework islabor intensiveand highly repetitive.
The LASSO system will consolidate datafrom phone and utility com-
panies, county tax records, criminal history records, marriage, divorce,
birth and death records, professional, hunting and fishing licenses,
motor vehicle driving records, and more. Through consolidated
searches, locate work can be expedited. By securing mailing and resi-
dential addresses, establishment efforts can proceed by mail or service
of court papers.
22D | Useexisting authority to gain online access See 22C and 23
to Department of Public Safety (DPS) drivers
license records.
23 Enhancetraining of child supportworkersin | 5.6.1 | Cheryl Kabler CSRPand enforcement training iscomplete. Locatetrainingisunder-
thefollowing areas: and Mamie McPhaul way
« locating absent parentsby using online | 5.6.2
and phone inquiry techniques,
« effectively using established adminis-
trative and judicial procedures to en-
courageand reach stipul ated agreement
between parties
« effectively using each enforcement tool
availableto the division
24 The Office of the Attorney General’s Child 49 Diana Williamson The Deputy Director for Information Technology has become amem-

Support Division should be included as a
participating member on the Judicial Com-
mittee for Information Technology.

ber of the committee.
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# Sunset Recommendation CSD CSD Executive Status
Strat. & Program
Init. Lead
#
25 Provide alleged fathers served with a notice NA AliciaKey The Child Support Division has the authority to alow alleged fathers

for apaternity establishment hearing the op-
tion of voluntarily submitting to paternity
testing at the state's expense and avoiding
attendance at a hearing

theoption of voluntarily submitting to paternity testing to avoid atten-
danceat acourt hearing. Voluntary testing hel psexpeditethe paternity
establishment process in cases where the parties are agreeable to this
approach. It isan established part of the Child Support Review Pro-
cess (CSRP) which utilizes an administrative process for establishing
paternity. The option to use CSRPisemphasized whenever appropri-
ae. Inaddition, the CSD hasthe authority to issue an administrative
paternity testing order without the need for a court hearing.

Asinall casesinvolving paternity testing, the state paystheinitia up-
front costs. However, the CSD routinely asks all alleged fathers who
are determined to be the biological father to repay the testing costs as
part of the order. No distinction is made between fathers who opt for
avoluntary blood test and those that submit to testing pursuant to a
court order. Charging only fathers who opt to attend a court hearing
actsasapenalty for thosefathersand brings up basicissues of fairness.
Inaddition, there are situationswhere the mother isreluctant to submit
to testing and the father is compelled to attend a court hearing to re-
quest testing.

Intheinitia court hearing to establish paternity the issue, before the
court is the establishment of paternity, not just paternity testing. In
many cases, the appearance before ajudge helpsinfluence the alleged
father to settle the issue by admitting paternity.
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# Sunset Recommendation CSD CSD Executive Status
Strat. & Program
Init. Lead
#

26 Improve customer service by improving the | Goal Cheryl Kabler Forecasting disbursement of payments: All work has been completed
point at which the mailing of a check can be 1 Jerome Lindsay on thisproject and VIRS and call center staff can accurately forecast
forecast by VIRS and/or the call center staff, when payments are to be distributed.
becoming more pro-active in serving clients
and seeking delayed payments, ng the Becoming more pro-active in serving clients: Conducted external and
total demand on the customer service center internal customer service focus group.
and make staffing plans based on the results, « Required customer servicetraining of al CSD staff.
analyzingindividual officecall handling pro- « Conducted customer service survey.
cesses and staffing; change al offices tot he « Published reports from survey and focus groups on CSINTRA.
patterns employed by successful offices. « Completed Compact with Texans.

« Developed customer service action plan.
Seeking delayed payments:
Beginning in the summer of 1999, the OAG began sending payment
hold work liststo field offices. The purpose wasto inform field staff
of the cases with held money and to explain the information that was
needed in order for the payment to process. Staff were then instructed
toupdatewherepossiblethosecasesthat needed additional information
in order to disburse money being held.
Thiswas alabor intensive task, and it was clear that a more systemic
approach would be needed. Asaresult, thisinitiative has been made
part of the Financia Process Redesign project.
Assessing total demand for customer service center
The Central Call Center has been dispersed into four Regiona Call
Centers. Staffing patterns for the Regional Call Centers are based on
the nationally recognized Erlang C methodology. Asaresult, the Re-
gional Call Centers are meeting nationally recognized performance
standards (defined by Giga Information Group).

27 CSD should assess the capacity of the 18 Cheryl Kabler CSD developed a uniform and centralized complaint tracking system
customer service phone inquiry system to John Green and added a complaint option to its Child Support 1-800 number.

register or forward complaints to a central-
ized complaint handling division

Complaints can aso be made at the Child Support web site.
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