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WYV Support Payment Center

® WV NCPs have a new, convenient method of
making payments electronically called the WV
Support Payment Center operated by Pay
Connexion.

m Resulted from more than 6 months of intensive
effort by the BCSE and JPMorgan Chase Bank.

m Involved legal, policy, training, and technical units.




WYV Support Payment Center

m Payments can be made
24 hours a day/7 days a
week, by:

= MasterCard
= Visa

= ACH (Automated
Clearing House e-checks)




WYV Support Payment Center

m Accessed by calling an automated toll-free
phone #.
= With options of speaking
to a live customer service
representative or using the

automated process.

® Or, through the BCSE Website.
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PayConnexion

m Operates a separate Customer Service Center to
handle issues/questions regarding card usage,
reporting fraudulent charges, lost/stolen cards,
etc.

m Toll-free.
m 24 hours/7 days a week.




WYV Support Payment Center

m The BCSE announced the new
service to NCPs by:

® Notices in their monthly billing
statements;

® A pop-up on the BCSE website;
and

® Mailing legislators and public
otficials copies of an article in the
BCSE’s monthly newsletter which
highlighted the service.




8 http:/iwww.wvdhhr.org/bcse/direct_deposit_popup.cfm - Microsoft Internet Ex... |Z]@|Z| L = 1|:|| XJ

BCSE NOW ACCEPTING -
CREDIT CARD J W -
AND E-CHECK PAYMENTS

The BCSE is pleased to announce thatyou can make your suppart pavments using yaur Ll

MasterCard ar WISA credit card ar by Using an electranic
check (e-check) from your current checking account. You will be charged 3 $3.00 service
fee for each payment.

Youwill also he able to set up recurring payments so that yvour suppart is never late again.
In order to set up recurring payments, you must use your PIN number.

You can make credit card pavment ar e-check pavments an the internet using this link W

Suppart Favment Center ar by calling the telephonic payment center at Payment Information
-Ogin

What's NEW

et More Project
birect Deposit Information
Bebit Card Information
Cayment Coupon

Application for Services
Fupport Payment Information

[ Close Window

Employer Login

Coming Soon!
'ﬁl;iﬂﬁl“l&
Ty Tl a4
| ¥
‘ﬂ Local inkranet

1y Start S Movell Grou, .. & current proj... Microsoft Pa. .. a Bureau for ... a b f o f<.___,| &% 924 aM




WYV Support Payment Center

m The BCSE also sent
outreach letters to
WV’s Family and
Circuit Court Judges.
FYI: One ordered a
NCP to use the
Center to make a
payment during a
contempt hearing!




WYV Support Payment Center

m Anyone (new spouse, boyfriend/girlfriend,
parent, grandparent) can make a payment on
behalf of the NCP but the payor must have the
NCP’s SSN.
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WYV Support Payment Center

= One time or recurring payments can be made.

® To set up a recurring payment, the NCP must
establish a PIN.

® 35 NCPs have established recurring payments.

m There 1s a $3.00 bank fee for each payment
made through the system.




WYV Support Payment Center

® The minimum support
payment when using a

credit card 1s $10;

= No minimum payment
is required when paying

by e-check.




Success!

m The first day the WV Support
Center was on-line, the BCSE
recetved a $1000 payment.

B From December 16, 2006 to
January 12, 2007, the BCSE
recetved more than $44,000 in
electronic payments — before the
site was even advertised!




Success!

m From January 1, 2007 — May 31, 2007:
m 1274 transactions.

= $479,070.57 paid.

m61% in-state payors.
m39%0 out-of state payors.

m 245 payments = § 80,752.03 by MC;
m 515 payments = $216,136.14 by VISA;
m 514 payments = $182,182.40 by ACH.




Lessons Learned

m Have a lawyer involved in the process from the

beginning.

m Example: A legal issue that
could have been a deal breaker
arose early; but through its
attorney, the BCSE was able
to negotiate a Memorandum
of Understanding that
satisfied both parties.




Lessons Learned

m Make sure the right people with the right skills
from the various units (legal, policy, training,
and technical) are on the implementation team.

il

m This ensures that all phases of the project can
move forward in a timely manner.




Lessons Learned

B Meet often with the vendor to monitor the

progress of the project and to handle problems

as they arise.

® The entire team met weekly at first, then later
monthly.

m At certain phases, such as testing, the necessary units
continued to meet weekly.

m [nitial meetings were face to face. Later ones were by
conference call.




Lessons Learned

m Keep staff briefed during the process rather than
otving them all the new information at once
when the project goes on-line.

m [n this way, they will not be

overwhelmed by the changes.




Lessons Learned

m Develop desk guides and
training for front-line
workers.

® Ensures they are prepared to
respond to customer
questions.

m Allows them to encourage use

of the system when interacting » > Vs

with customers.
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