California Intergovernmental Case Processing
Technical Assistance Document Descriptions

Page |[Resource Description
1 [Communication Plan for the Project|A draft of the communication plan for the e-R&A
Team intervention
2 |Demand e-R&A The technical document used to request system

changes within DCSS. Highlights findings and
requested changes to the e-R&A intervention

8 |e-R&A Query Development This document highlights rationale and data points
used for the pre-post e-R&A evaluation

10 |e-R&A Starter Guide A guide for LCSA staff regarding system and process
changes implemented with e-R&A

22 |e-UIFSA Forms Desk Aid This guide provides LCSA staff an in-depth overview of

the e-UIFSA forms intervention




Communication Opportunity

Target Audience(s) Responsible

Party/ Sender

e-R&A Work Plan
Key Messages

Delivery Date

meetings, and contact info for
those who still need assistance

Monthly Check-Ins w/ Pilot Pilot Counties Project Team |How is it going? Monthly
Counties
LCSA Stakeholder Call LCSA Directors Project Coming soon! WIIFM 6/16/2021 This info is also posted on the Director's Digest
Team/OCM after the meeting.
Develop Material(s) for Kick-Off LCSA Project Team |Create materials that will be 6/17-6/30
Meeting Directors/LCSA used for Kick-off meeting. This
Training meeting will be a high-level look
Coordinators into the new e-R&A process,
WIIFM, and a look into what the
rollout will look like
Project Kick-Off Meeting LCSA Project Team |We are now rolling out the 7/1/2021 This meeting is to inform all LCSA Directors
(Pre-Go Live) Directors/LCSA electronic R&A process to all and staff (unlike Stakeholder Call) that the e-
Training LCSAs, here's what it looks like, R&A process is coming soon, it's features,
Coordinators here's how the rollout will go and what to expect during the rollout.
(Pre-Go Live) Go-live All LCSAs/DCSS? | Project Team [We are rolling out soon. Post 7/1/2021 This should include: Go-Live announcement
Announcent on CA CS Central tenative rollout schedule and Contact Info. This communication is to
put the announcment in writing, as well as
for those who missed the LCSA Stakeholder
Call and kick-off meeting. Want to
communicate in several channels to
increase the # of places LCSAs can view the
information
Develop Training All LCSAs Project Develop a training that walks the 7/2-8/12 This timeline is an estimate. Will need to
Team/STB  [LCSA casekworkers through the e reach out to STB to see if they have their own
R&A process in Customer fimeline if they are needed to assist on the
Connect. Collaborate with STB, if development of the fraining. Can be a
needed. recording of one WebEx session training
w/PPT. If modules in Blackboard, this will take
longer. WebEx would be posted on
Blackboard for those who missed Live WebEx
sessions.
Training Invites All LCSAs Project Send out MS Outlook invitiations; 8/13/2021  |via MS Outlook. Will send to LCSA Directors
Team/OCM |preferably 2 to 3 different options and LCSA Training Coordinators, requesting
for training. that they forward to appropriate LCSA Staff
Training Session 1 All LCSAs Project Step-by-step walkthrough of the 8/30/2021  |via WebEx or MS Teams
Team/STB2  |e-R&A process in Customer
Connect
Training Session 2 LCSA Project Step-by-step walkthrough of the 9/2/2021 via WebEx or MS Teams
Directors/LCSA Team/STB2  |e-R&A process in Customer
Training Connect
Coordinators
Training Make-up Session LCSA Project Step-by-step walkthrough of the 9/7/2021 via WebEx or MS Teams
Directors/LCSA Team/STB2 |e-R&A process in Customer
Training Connect
Coordinators
LCSA Stakeholder Call LCSA Directors Project Update on e-R&A project, 9/15/2021
Team/OCM |success of training (will be
posted on Blackboard soon),
and confirmation of rollout date
Post FAQ Document on CA CS LCSA Project Team |A document answering any 9/20/2021  |The questions from this would come from the
Central Directors/LCSA common questions the LCSAs inquiries the LCSAs had during the pilot
Training have about procedures/process program, as well as the WebEx frainings
Coordinators conducted
Post Training(s) to Blackboard LCSA Staff STB Showing LCSA staff how to 9/20/2021
incorporate the e-R&A program
info their curent process
E-Comm LCSA Project Team |We are now rolling out the 10/1/2021  |This communication is to put the
(Go-Live) Directors/Training electronic R&A process to the announcment in writing, as well as for those
Coordinators LCSAs. who missed the kick-off meeting. Want to
This info should include: communicate in several channels to
Procedures, FAQ document, increase the # of places LCSAs can view the
recorded training on Blackboard information
link, and contact info for help.
Invite fo Monthly Check-In LCSA Project Meeting invite for all LCSA staff 10/4/2021  |via MS Outlook
Meetings Directors/Training | Team/OCM |who work on e-R&As
Coordinators
Monthly Check-In Meeting LCSA Project Team |Monthly call that allows LCSAs to 11/1/2021  |Suggest to keep this meeting series going for
Directors/Training ask questions about the new e- 3mos. Identify a couple LCSA SMEs on the
Coordinators R&A process project team that are willing to participate.
Record pros, cons, what needs to be
improved.
Monthly Check-In Meeting LCSA Project Team |Monthly call that allows LCSAs to 12/1/2021  |Suggest to keep this meeting series going for
Directors/Training ask questions about the new e- 3mos. Identify a couple LCSA SMEs on the
Coordinators R&A process project team that are willing to participate.
Record pros, cons, what needs to be
improved.
Monthly Check-In Meeting LCSA Project Team |Monthly call that allows LCSAs to 1/3/2022 Suggest to keep this meeting series going for
Directors/Training ask questions about the new e- 3mos. Identify a couple LCSA SMEs on the
Coordinators R&A process project team that are willing to participate.
Record pros, cons, what needs to be
improved.
LCSA Stakeholder Call LCSA Directors Project Update on e-R&A project/rollout, Jan-22 refer to CA Central materials
Team/OCM [success of monthly check-in




Service Now — Demand Change Template

Reviewer: You must tab through the fields to avoid deselecting any multiple items highlighted by the requester.

Version - Revision 7

Submitted By — Kristen Donadee

Collaborators— Alexis Ramirez, Vlctor Inneh

Start Date — 10/01/2021

Due Date (ONLY if mandated) -

Name (Title for Demand) — Enhanced Review & Adjustment Refinement

Division (Your Division) -  Executive Office

Impacted Business Units — Al units impacted by your request (multiple selection) (To select multiple

items, hold down the Ctrl button before selecting items)

Enforcement

Enterprise Architecture

Enterprise Architecture & Security

Enterprise Project Management

Facilities & Business Services

Facilities Services

Federal Reporting, Fiscal Services & LCSA Claims
Financial Services

Financial Workers

Financial Accounting

Business Applications — Applications/Functions impacted by your request (multiple selection)(To select
multiple items, hold down the Ctrl button before selecting items)

Customer Service

DAU Workflow Process

DCSS Production Operations

DCSS Public Website

DCSS1 - CCPulse

DCSS1 - Genesys Interactive Insights (GI2)

DCSS1 - Softphone (CID) (Centurylink Intelligent Desktop/Supervisor Desktop)

Digital Signature

Disbursements

Distribution

DMVQT - DMV Query Tool

ECSS - Enterprise Customer Service Solution - Contact Center Domain Manager (CCDM)
ECSS - Enterprise Customer Service Solution - CUIC-CISCO Unified Information Center



Goals - Strategic goals that apply to your request (multiple selection) (To select multiple items, hold down the
Ctrl button before selecting items)

Goal 1: Facilitate Consistent Support for Children

Goal 2: Strengthen Customer Engagement

Goal 3: Enhance Program Performance

Goal 4: Build Collaborative Partnerships to Benefit Families

Goal 5: Foster Innovation and Improve Service Delivery

Objectives — Objectives that apply to your request (multiple selection) (To select multiple items, hold down the

Ctrl button before selecting items)

Goal 1/Objective 1: Increase Child Support Collections and Payment Reliability

Goal 1/Objective 2: Recognize and Provide Individualized Services to Customers

Goal 2/Objective 1: Reduce the Complexity of the Customer Experience

Goal 2/Objective 2: Develop and Implement New Options for Communicating with Customers

Goal 2/Objective 3: Enhance Program Outreach to Deliver a Clear and Accurate Image of Our Progt
Goal 2/Objective 4: Expand Efforts on Recruitment Retention and Development of Child Support Prc
Goal 3/Objective 1: Promote Consistency of Processes Statewide

Goal 3/Objective 2: Implement Organization and Program Efficiencies

Goal 4/Objective 1: Establish New Partnerships to Help Reduce Poverty

Goal 4/Objective 2: Expand the Use of Sharing of Data

Goal 5/0Objective 1: Expand Data Analytics

Goal 5/0Objective 2: Modernize the Development and Delivery of Documents

Goal 5/Objective 3: Expand Customer Self Service Capabilities

Description — Brief description of your request

DCSS, in collaboration with Los Angeles, Sacramento, San Diego and Sonoma LCSAs has been
awarded a two-year grant to develop and implement an interactive platform targeting the
modification of child support orders, with the goal of expediting the modification of child support
orders, increasing collections, and ensuring that noncustodial parents are more capable of fulfilling
their obligations.

On June 21st, 2020 the enhanced Review and Adjustment (eR&A) was implemented via Customer
Connect with some functionality in CSE as a pilot. To date we have received over 7000 inquiries
from customers. Working in close collaboration with LCSAs we’ve found areas that could be
improved and features that can be added to expand the eR&A’s functionality for use by all LCSAs
statewide. These changes include the following:

Adding More Qualifying Questions:

The eR&A was developed with qualifying questions for the customer to answer to determine if their
order was eligible for a review and adjustment. Over the course of implementation all the pilot
LCSAs have determined that many of the inquiries received are from cases that are not eligible for
modification. Many of these cases are cases in the establishment phase or cases where the
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Business Case -

Detailed description of the problem or opportunity.

Document the cause(s) of the problem; describe Where, When, and How Often.
Attach the "as is" and "to be" process flows.

Currently, the review and adjustment process is paper driven. The case participants either
request a review of their child support order, or the LCSA initiates the review based on new
information obtained or mandate for triennial review of aided cases. Once the process is
triggered, a packet of documents is sent to the participants in the case for completion and
return to the LCSA. CSE is updated to reflect a request for R&A and automatic triggers then
move the process through our system of record. If forms are not returned timely, or the system
is not updated accordingly, the R&A will terminate, and additional documents will be sent to
the requesting case participant to notify them that the review is terminated. The LCSA has 180
days from request to complete the review. Under California’s regulatory interpretation of
request, this is either when the LCSA starts a mandated review or when the requesting party
on a non-mandated review returns complete income information. Often times the documents
completed and returned by the case participants when they requested the review are “stale”
by the time a court hearing is scheduled, forcing them to complete the forms all over again.
The paper process is complex, time consuming, frustrating, and inefficient.

The eR&A pilot includes cases from the four pilot counties (Los Angeles, Sacramento,
Sonoma, San Diego). Since the rollout in June, the pilot counties receive about 26 inquiries a
day. To date, over 6700 inquiries have been received.

The Pilot LCSAs (Los Angeles, Sacramento, San Diego, and Sonoma) have reported various
issues throughout the implementation of the eR&A. The key issues that are impacting R&A
review and processing are listed below.

Triaging Inquiries and Processing Request:

LCSAs have reported that many of the inquiries are not valid R&A request. The eR&A allows
the customer to complete the “Change My Order” form as long as their case is managed by
one of the 4 pilot counties. LCSA’s are receiving inquiries for cases that are not eligible for an
R&A. Examples include cases where the children have emancipated and cases where
California does not have jurisdiction.

Incomplete information from Customers:

LCSAs reported that the forms that were generated by the eR&A were incomplete. They found
customer were skipping sections. LCSA staff would need to follow up to verify the missing
information thus prolonging the R&A process.

FL-150 Form Completion:

LCSAs have stated that one of the biggest challenges during the eR&A pilot was obtaining the
completed I&E from customers after the modification request had been granted. After
receiving the information from customers electronically, LCSA would need to revert back to


aalexander
Sticky Note
Completed set by aalexander


Analysis and Findings —

Quantify/Qualify the impacts related to the problem or the extent of the opportunity.
Document any new workload and who will perform the work.

Document change(s) to any existing workload and who performs the work.
Document any data clean-up required and who will perform the clean-up and when.
Indicate the number of cases/participants/users impacted.

In the June 2021 eR&A query (Query # QR00298), there were a total of 6395 eR&A inquiries
received from customers. Of those inquiries received 1195 inquires resulted in Suspended or
Denied R&As due to an incomplete Income and Expense Declaration or the inability for the
Requesting Party to provide required information.

About 19% of eR&A cases do not get orders modified because of insufficient information or an
I&E form not being completed. Even after completing the eR&A and providing the information to
LCSA, customers have to do this again to complete the I1&E as it is required to file for a
modification. Having the additional questions, validations, and generating the I&E form with
customer provided information may allow for more complete information being provided and allow
the LCSAs to better work with customers to return the I&E in order to move forward with filing the
modification.



Impacts -
Describe the impacts, including: Policy, Process, Procedures, Business Functions, and Training.
Describe what will be new or changed: Data, Pages, Forms, Reports, and Interfaces.

Current processes and procedures will have to be refined at the LCSA level and DCSS to
account for the new changes. Additional training that will need to take place at the LCSAs and
DCSS regarding the new features added to the eR&A.

Customer answers to the eR&A questions are mapped to a PDF and emailed to DCSS and
assigned LCSA on the case. This functionality may need to be removed or changed if the
answers can be mapped to the FL-150 form. The form generation utilized Adobe AEM in the
proof of concept in 2019, and could exist outside of CSE if integration is not possible.

Benefits and Rewards —

Describe the desired outcome, benefit and/or impact to the business and what information, or
queries were used to corroborate the desired outcome or benefits.

Upon implementation, describe how success and effectiveness will be measured and who will
monitor.

The requested changes will enhance the eR&A by reducing redundancy by allowing LCSAs to
focus on true review and adjustment request, obtaining all of the required information from the
customer, and ensuring this information is mapped to a form that can be used to file a request
with the courts. This will increase the likelihood of right-sizing child support obligations based on
a customer's current and accurate financial information and may result in improved compliance
with the child support order. The interactive forms and electronic updates can also lead to
increased customer satisfaction.

The Review and Adjustment form sets is one of the most generated and mailed forms in our
OSP contract. The FL-150 Income and Expense Form and Review and Adjustments were printed
over 500,000 times between May 2019 and May 2020 and averaged a monthly cost of over
$28.000 ner month. Leveraaina a form aeneratina solution that allows for electronic sianature or

Risk of Performing —
Risks anticipated with fulfilling the Demand.

Risk of performing the requested validations and changes to the eR&A relatively low. The
changes are important, but will have a minor negative impact on LCSA processing and the
Customer Experience. These change mainly aim to enhance the existing eR&A solution.



Risk of Not Performing -
Risks of not fulfilling the Demand.

Current pilot counties have stated they would like to continue use of the tool after the grant period.
It has boosted customer engagement, but they are hobbling along with workarounds waiting for the
full solution to materialize. There will also be technical debt accrued if current platform is
abandoned or left to wither on vine.

The eR&A solution in its current state may not be suitable for statewide use. After the initial inquiry
is sent to the LCSAs and email is received with the customer's information, much of the process is
manual. This is due to the limited integration between CSE and Customer Connect. Based on the
responses from the Pilot Counties, there may not be be an appetite for LCSAs new to eR&A
process to utilize the tool if the requested enhancements are not in place.

Operating Expense -
Expected operating expense associated with this request.

N/A

Attachments -

N/A



1. To measure the Pre-electronic process, we would measure the following:

Who: The 4 Selected Pilot Counties: Los Angeles, Sacramento, San Diego, and

Sonoma

Which Cases: Cases with Completed R&A’s with an Order Obtained. R&A Status
“Completed-Order Obtained.

When: R&A’s Requested in calendar year 2019.

Review and Adj i

Initiated By I Dalle r{esljesled I o
Query Fields:
a. Managing County: to identify pilot county

b. CSE Case Number: case identifier

c. R&A requested date: the date customer requested R&A (Starting Point)
d.

e. R&A completion date: (This is the date usually the R&A has been

R&A initiation date: date CSE system initiated R&A (Starting Point)

terminated OR when the order has been established-per LCSAs).

f. First order obtained after the R&A initiation date: (This date is the date the

Issues:

order has been filed-End of the process).

e There is no data point to measure when the documents have been returned to
the LCSA

e There is no data point to measure when the review has been completed.



2. Post-electronic process we would measure:

Who: The 4 Selected Pilot Counties: Los Angeles, Sacramento, San Diego, and
Sonoma

Which cases?: Cases that have a R&A inquiry- Inquiries that have the language:
Request to Change Order-XXXXXXXXXX

When: Ongoing from initial eR&A rollout July/August 20207

Most Recent Case Most Recent Participant Search Most Recent Employer Active Employer Search  Help
CCSASCSE  Logow i No Recent Gasa v BANKS, MICHAEL v] [Ge Go | : [No Recent Empioya v [ 9
DEVSTAFF AKKATL ) ) o

Home | Participant | Case | Financial | Employer | LDA | Tools | Documents | Public Asst | Cust Srv

[Tnaquiny List

Participant: BANKS, MICHAEL - 900000000000005 SSN:111-11-1111 DOB: 12/25/1982

Inquiry List
Status Submit Date Subject Agency Assigned

Request to Change Order-900000000000003 SACRAMENTO

HE

Query Info:

a. R&A Requested Date- date customer request R&A (Starting Point)

b. RA& initiation date CSE system initiated R&A (Starting Point)

c. R&A inquiry date-the date LCSA received info from customer and the
notification that an eR&A form has been completed (to measure
timeliness).

d. R&A completion date-this is usually the date the order is obtained.

e. First order obtained after the R&A initiation date: End of the process.

Issues:

There is no data point to measure when the review has been completed.

A Path Forward:

The R&A Screen should be updated. This was included in our change request.

Questions: Can we query the time between status
Requested/ Initiated>>>>>>>Reviewing
Reviewing>>>>>>>0rder Complete

Requested/Initiated>>>>>When I&E form Set is Uploaded >>> >>>>>>>>>> Guideline Calc>>>>>>>Final
R&A Complete/Terminated

Add Records 1 - 1



E-R&A STARTER GUIDE

DEPARTMENT OF CHILD SUPPORT SERVICES




A SAMPLING OF WHAT CUSTOMERS SEE

Online Case Information

—
h

. 1 Customer Connect
Login

Customer Connect is California Child Support’s self-service platform, giving you 24-7 access to the

information you need about your case.



CUSTOMER CONNECT HOME PAGE

" California Child Support RANDY RANCHO ( 300000005692337 } ~ Logout

ustomer e o s
n"" Em Home Payments Documents Messages Other Party ms"lali‘éi

Home ’

SELECT CASE TO VIEW DETAILS:
Case Number: 200000002173961 Appointments

Other Party: RACHEL RANCHO
No appointments found

Appointments

No appointments found

CASE DETAILS Change My Order SELECT CASE TO VIEW DETAILS:
Case Number: 200000002173903
Case Information Support Orders SHRCES Ty A e
Case Number: 200000002173961 File Date County Court Case Number Status CASE
(EEMlE SAERAIENTE 12/12/2012  SACRAMENTO RR0808 ACTIVE DETAILS
Role: PERSON PAYING SUPPORT
Status: OPEN My

Case Information Fevace-Teems



R&A PRELIMINARY QUESTIONS

hene &7/ Y x 100X Y Onkne v

California Child Support TROY SMITH (0370441819404) § ~

ustomer Good News!

ONNECT

Home Payments Documents Messages Other Party You qualify for a review of your order. You will need the following
items to continue:

(Be advised you will have approximately 1 hour to complete this
information. If you navigate outside of the Change My Order section

Change My Order

orare timed out, you will have to start over.) We'll need to ask a few
« Income information such as a paystub, unemployment benefits, questlons.
. . . or recent tax documents r
We'll need to ask a few questions: + Health care costs My income or the other
+ Information regarding your custody and visitation arrangement ol parent's income has changed
LN ) My income or the other parent's income has changed
Please note that your child support payments may increase
or decrease as a result of the review. 3 The time | spend with my
8 % il i kaa i Other considerations may apply: . kids has changed
e time | spend with my kids has change:
« Jurisdiction of our office to modify your order
« Emancipation date(s) of your children ‘:
« The ability to locate the other parent J These changes will last more |
U3 ) These changes will last more than 90 days than 90 days J
Do you want to begin? ~
U2 ) Mykids are under 18 J My kids are under 18
; 1




INFORMATION SUBMISSION

California Child Support TROY SMITH (0370441819404) § ~ Logout

Uieov
c“smmﬂr T N
ONNECT _.

Home Payments Documents Messages Other Party 74
(Bov

Change My Order : “*“2‘3{

Change My Order

My Personal Information

My Personal Information

Phone Email Tax Info

My Income

Address Line 1 Street Address My Deductions
I Enter Address Line 1
Other Parent

Address Line 2 (optional) Suite, unit, building, etc.

My Kids
City/Town
I Enter city e J
nee
State  caliFoRNIA j

Zip Code

F |

Enter a valid zip p

code Sovacy s

International Address ]



SUMMARY PAGE

CALIFORNIA

Change My Order - Summary  ceswromsaves

Change My Order
I Please review the information you have provided. If any changes need 1o be made, click the pencil iIcon on the approgriate section.
My Personal Information ,0

Address Line 1: 11150 international Drive /
Address Line 2 (optional): x
e o aldaa Click here to b

State:  CALIFORMIA make updates

PIc o~
Zip Code: 95870 click the pencil ico
MHome Phone: 21045451234 S-:‘([‘N}ﬂ,
Preference: Daytime
Work Phone: Cxe

Preferences Mo Preference My Personal Information /

Mabile Fhone:

Preference: MO Prefarence A
Dest number to reach me: Unseclected Addfl‘i Line 1:
Comails Loy o e e LCorm 1120 International dr
' am marrieds Address Line 2 (optional):
Tax flling status: Urnasclected
Cremptions: City/Town:
Own home: NO Ranct dova
State:
My Income /° CALIFORNIA
1 am employed: Yes Zip Code: n

Company Name:

L= t tN =
ontact Name Home Phone:

Phone Numbaer:

Address Line 13

Addrnee § Lo 3



SUBMISSION NOTIFICATION

RANDY RANCHO [ 30000000

ustomer

""Em Home Paymenis Daocumsents Messages Other Party

Messages

Create New Message

OFPEN Q5210020 00000001 73561 Request o Change Order - 2005115300

h

OPEN 05/2172020 200000002173961 Request to Change Order - 2005115350
1D: 2001382834
Message: Electronic Review & Adjustment submitted via Self Service Website.
Response: L\’

Response Date:



WHAT THE LCSA RECEIVES

Home Participant ‘ Case ‘ Financial \ Employer ‘ LDA ] Tools [ Documents ‘ Public Asst l Cust Srv ‘

| My Home Page ” Tasks ’ Events | Locate ‘ Interstate | Change Password ‘

My Home Page My Home Page

M7 Homa Page | Tuesday - September 20, 2022

T = & —

17



EMAIL NOTIFICATION

o Each LCSA will need to set up a designated email box to receive customer responses

oDCSS will be copied on the email

ERA - Case # ERA - Case #
California Department of Child Support Services <no-reply@dcss.ca.gov> California Department of Child Support Services <no-reply@dcss.ca.g
To #ERA@sdcounty.ca.gov Ta FZERADsdcounty.ca.gov
Cc EDCSS ERA1115 Cc EDCSS ERA1115
A RA_worker_ pdf FA_worker Jpdf
3 KB v o -
Please review submitted Electronic Review & Adjustment. Please review submitted Electronic Review & Adjustment.

18



CS00| TASK

o A CS001 task will be generated at the case level when the customer completes an e-R&A inquiry

Task Detail HE |
Category: CUSTOMER SERVICE
Subcategory: INQUIRY
Task ID: C5001
Title: Resolve Inquiry

Case Number:
Participant Name:

Compliance Date:

Due Date: 09/12/2022

Creation Date: 0g9/07/2022

Assigned To:

Generated By: SYSTEM

Description: Inquiry has been submitted. Research, respond and set inquiry to a closed status.
Resolution: Review inquiry for resolution.

Comments:




PILOT COUNTY EXPERIENCE & BEST PRACTICES




SUGGESTED PROCESS

= Request Received, documented, forwarded to case manager

= Case manager:
= Reviews the customer information and the current child support order
= Contacts the customer to confirm receipt of request

= May complete a preliminary guideline calculation to determine if modification is
warranted

= |f a modification is warranted, case manager should initiate the Review and
Adjustment in CSE

= |f a modification is not warranted, case manager should explain the other options
to the customer

21



LCSA INPuTs INFORMATION TO INITIATE IG FORM
1. Click General Testimony Form Link or

Declaration in Support of Establishing Parentage Link

2. Input requested information

3. Click SUBMIT

There are two pages for the LCSA Worker to complete-

Page 1 asks for case type and the case number for Responding and/or Initiating case

GENERAL
TESTIMONY

COMPLETE THE FORM BELOW
TO SEMD THE GEMERAL
TESTIMONY TO A PETITIOMNER
OR RESPOMNDENT.

L D eIl

SUPPORT

reaZald

Case Information

TANF

IV-E Foster Care
Medicaid Only
Former Assistance
Never Assistance
Non-IV-D Case

Responding IV-D Case Identifier Initiating IV-D Case Identifier

Responding Tribunal Number Initiating Tribunal Number

NOTE:

[J Nondisclosure Finding/Affidavit attached

[J This form sent through EDE

Click “Next” at the bottom of the screen when you are finished with page 1.

22


https://cadcss.prod.simpligov.com/prod/portal/ShowWorkFlow/AnonymousEmbed/f1601cbf-e675-4851-b6a8-5e9f6e1638be
https://cadcss.prod.simpligov.com/prod/portal/ShowWorkFlow/AnonymousEmbed/c8b41015-c078-4c19-8800-a5ad456d2303

GENERAL TESTIMONY

— ®

Assigned Case Worker Information

PAGE 2 INFORMATION

LCSA Case Worker Info

Name
* Title

LCSA Assigned Case Worker First Name *

Enter LCSA Worker First Name

LCSA Assigned Case Worker Title *
Example: Child Support Officer, Child Support Specialist, etc.

Enter LCSA Worker Title

LCSA Assigned Case Worker Last Name *

* Email Address

Enter LCSA Worker Last Name

Enter LCSA Worker Email Address

] The Petitioner is an Agency or Tribunal, not an individual person.

Who is instructed to complete this form? (This person will receive an email with instructions to return the form to the

LCSA worker named above) *

O  Petitioner
O Respondent

Petitioner

LCSA Assigned Case Worker Email Address *

Select which role must com-
plete the General Testimony
* This person will receive an

email invite to the e-form

Petitioner Information

Petitioner is the *

Obligee
Obligor

Petitioner Legal First Name *

Enter Petitioner First Name

Petitioner Suffix

-- Select one --

Petitioner Legal Middle Name

Enter Petitioner Middle Name

Petitioner Tribal Affiliation (if
applicable)

Enter Petitioner Tribal Affiliatior

Respondent Information

Select obligee or obligor
Name (First, Middle, Last)
Tribal Affiliation (if any)

Email Address

Child(ren) Information
e Select # of children
* Name (First, Middle, Last)

* Parentage for each child

Save does NOT send invite

Click Submit to send invite

Select obligee or obligor
Name (First, Middle, Last)
Tribal Affiliation (if any)
Email Address

Petitioner Legal Last Name *

Enter Petitioner Last Name

Petitioner Email Address *

Leave blank if petitioner is Ager

Respondent

Respondent is the *

O Obligee
O Obligor

Respondent Legal First Name * Respondent Legal Middle Name Respondent Legal Last Name *

Enter Respondent First Name Enter Respondent Middle Name Enter Respondent Last Name

Respondent Tribal Affiliation (if

Respondent Suffix applicable) Respondent Email Address

-- Select one -- Enter Respondent Tribal Affiliati Leave blank if respondent is Ag:

Child Information

How Many Dependent Children are included in this Action? *

1 -

Child's First Name * Child's Middle Name Child's Last Name *

Enter Child's First Name Enter Child's Middle Name Enter Child's Last Name

Child's Suffix Has Parentage Been Established For This Child? *

O Yes
-- Select one -- O No

Lo [ o Lo




CustoMER RECEIVES EMAIL INVITATION TO COMPLETE FORM
Picture of email the customer receives is below.

The only LCSA action necessary during Step 2, is follow-up with .“

customer to encourage them to submit their completed form.

[External] Important Information about REDUCING Your Child Support Debt

cadcss.preprod@simpligov.com D192 |
To mcadamsbryanna@gmail.com Tue 6:47 A
Cc @ McAdams, Bryanna@DCSS

Retention Policy Enforced: Inbox 90 day (90 days) Expires 11/01/2021

Hello Jane Email contains:
Your child support case worker determined that a Declaration in
Support of Establishing Parentage form is the next step that is
required to move your case forward.

* Personalized message that

invites customer to complete

We appreciate you taking the time to complete this important
form.

the new electronic IG form

* Link to the form itself

Don't worry - we have a *NEW® simplified online option!

*  FAQ that explains why form

Click HERE to open the electronic Declaration

is required and consequence

for not completing the form

Why am | required to complete thiz form?
Some child support cases involve more than 1 state or country. ° ASSig ned case worker

When this happens, we must gather information required under the laws in both places.

information and IVR phone#

This Declaration form is requried to ensure that the other state or country is able to identify both

legal parents of the child below: In case customer hCIS ques-
tions
Petitioner: Jane Marie Doe
* DO NOT REPLY Message
Respondent: John James Doe, Sr . . .
Child(ren): Bily Bob Doe Jr * Link to report email received
What happen: if | do not submit a completed Declaration form? in error

Your child support caze will not move forward, AND

e NOTE: If customer clicks this

« [Ifyou are receiving public assistance, your benefit(s) may be reduced or stopped until you

submit all required forms. link, a template email to the
OR
s If you are not receiving public assistance, your child support case may be closed and you DCSS SimpliGov he|pdesk is

will be required to reapply if you wish to reopen your case in the future.
generated.

DO NOT REPLY TO THIS EMAIL:

For questions regarding this notice or your Child Support case, please contact your case worker by
email:

bryanna.fomercod@dess.ca.gov
Or by calling:

1(868) 901-3212

Click here if you believe you received thiz notfice in error

LCSA Worker that initiates the form will receive a confirmation email notice that provides
the name & email address of the customer that received the invitation.
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LCSA CAse WoRKER REceivEs COMPLETED FORM

(WITH VERIFICATIONS ATTACHED*) V1A EMAIL

*Customer is given option to submit form without attaching
documentation, so email may not include all items & additional
follow-up may be necessary to gather all documentation.

Attachments will include:

[External] ACTION REQUIRED: REVIEW General Testimony farm submission

cadcss.preprod@simpligov.com | 3 Rerly | € Repy Al | 2 Forverd HE‘
° Complefed |G FOI‘m ............. B ¥, Jo SuMcidams, EyansalDEss Ero10/d6/2021 10:04 AM
y dlobox 80 da ‘g’\d: 3 oL 01430000 :
e erxe :
* Verificaton documents........... Cour oder - TesTpar . EmalCopes TSt :
Uploqded & GﬂGChed to Court Order - TEST.pdf ., General Testimony Taggable v2 (3)_2021-10-15T170400.pcf _, E
the electronic form (if any) o7 = T
ACTION REQUIRED
REVIEW GENERAL TESTIMONY
Any documents uploaded and attached to the general testimony
are included as attachments to this email.
Aﬂ'el’ reviewing form & CLICK here to open this form and accept or return for edits

Cln)' GTTGChmentS’ LCSA DO NOT REPLY TO THIS EMAIL:
worker must click link to Click here if you believe you received this nofice in error

complete LCSA review of

form. CALIFORNIA
CHILD SUPPORT SERVICES

LCSA'IG FORM REVIEW

Assigned Case Worker Review GENERAL TESTIMONY

Belsrmgination s S

-- Select one --

After reviewing the General Testimony form attached to your email notification, select the LCSA action from the options
below.

Return form to participant - " . .
. . Petitioner / Obligee  Jane Marie Doe
incomplete or needs corrections Respondent / Obligor John James Doe, St

Child(ren): Johnny Jimmy Doe, I11
Accept completed form Janet Madonna Cher

Comments () Return General Testimony form to the customer for edits or updates

Provide detailed instructions about the field(s) that required edit/update *

Enter comments to provide additional details regarding what

area of the form is incomplete and/or incorrect and in need of . . .

revision. Note: Please provide as much detail as possible and/or
follow-up this action with a call/email to assist your
customer in locating the fields requiring their attention.

Y

() Accept completed General Testimony form without any edits or updates

Save Submit X
Save Back Submit

For technical assistance and questions regarding the IG e-Forms Platform, email:

SimpliGov@dcss.ca.gov
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NOTE: “ACTION REQUIRED” email notifications will repeat until stage is completed

1st Email invitation/notification to customer = every 15 CALENDAR days

Email notification to LCSA Worker that completed form requires review = every 5 CALENDAR days
2nd Email invitation/notification to customer (after LCSA worker review) = every 10 CALENDAR days

These emails will not contain the word “Reminder” or any other designation to set the subsequent notifications apart
from the original - they will appear identical.

Once a stage is completed, repeat notifications will stop (for that stage)

If a General Testimony form is completed/accepted by the LCSA worker and includes any
children with parentage NOT already established, the LCSA worker will receive an email
notification containing the link to the Declaration in Support of Establishing Parentage.
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	Document Version: [Revision 7]
	Submitted By: Kristen Donadee
	Collaborators: Alexis Ramirez, VIctor Inneh
	Start Date: 10/01/2021
	Due Date: 
	Name: Enhanced Review & Adjustment Refinement 
	Division: [Executive Office]
	Impacted Business Units: [Facilities Services]
	Buisness Applications: [DCSS1 - Genesys Interactive Insights (GI2)]
	Goals: [Goal 5: Foster Innovation and Improve Service Delivery]
	Objectives: [Goal 5/Objective 2: Modernize the Development and Delivery of Documents, Goal 5/Objective 3: Expand Customer Self Service Capabilities]
	Description: DCSS, in collaboration with Los Angeles, Sacramento, San Diego and Sonoma LCSAs has been awarded a two-year grant to develop and implement an interactive platform targeting the modification of child support orders, with the goal of expediting the modification of child support orders, increasing collections, and ensuring that noncustodial parents are more capable of fulfilling their obligations. 

On June 21st, 2020 the enhanced Review and Adjustment (eR&A) was implemented via Customer Connect with some functionality in CSE as a pilot.  To date we have received over 7000  inquiries from customers. Working in close collaboration with LCSAs we’ve found areas that could be improved and features that can be added to expand the eR&A’s functionality for use by all LCSAs statewide. These  changes include the following: 

Adding More Qualifying Questions: 
The eR&A was developed with qualifying questions for the customer to answer to determine if their order was eligible for a review and adjustment. Over the course of implementation all the pilot LCSAs have determined that many of the inquiries received are from cases that are not eligible for modification. Many of these cases are cases in the establishment phase or cases where the children have emancipated and only arrears are owed. Working with the LCSAs, we have developed additional qualifying questions. 

• There an existing court order that includes current child support terms on this case.
Yes-This case is eligible for the eR&A.
No-This case is not eligible for the eR&A as child support terms must be included.
• This is an arrears only case.
Yes-The case is not eligible for the eR&A.
No-The case is eligible for the eR&A.

• The order you want to change a California Order.
Yes-The case is eligible for the eR&A
No-The case is not eligible for the eR&A. 


Validations: 
LCSAs have reported that some of the eR&A request received from customers are incomplete. Customer’s were skipping sections and providing incomplete information. LCSAs and DCSS designed the eR&A questions to be the minimum amount of information needed to determine if a modification is needed. All of the questions being asked need to be answered by the customers.  Additional validations need to be added to ensure customer’s provide complete and accurate information. 

a. Income – “Filing Status” – not getting this information as it is  not a required field
b. Personal Information – Addresses not provided/not required field
c. Customers cannot add multiple employers. 
d. “My Kids” – customers can bypass validation.
e. After “Good News” – adding a text field addressing why a customers are  requesting the modification.  Radio Buttons - some standard answers (most common changes in circumstances – income loss/ lost my job/time share, custody change/"other" option with a character count. 
f. The “Change my Order” button language needs a modification.  – to clarify to indicate that this process is just for review and adjustment of EXISTING orders only.
g.  Add question or box  to clarify who the  e-R& request is coming from?
 · PPS vs. PRS – Currently LCSAs have to go into CS001 task to get this information.
 · Radio buttons under personal information 
h. Non-needy relative role added to validation (g) “I am not the legal parent – getting aid for the child .

FL-150 Form Generation

Currently, eR&A questions and customer responses are gathered on a PDF form. This information is used determine if a modification is warranted, but is not usable in courts. LCSA's are then tasked to reach out to customers again if a modification request is granted to complete the FL-150 income and expense declaration. In many cases the customer is providing similar information on the FL-150 as they are in the eR&A request. The ability to allow the eR&A customer responses to be mapped to the FL-150 would further expedite the Review and Adjustment process. The form can be standalone and would need to allow for electronic signatures. 

	Business Case: Currently, the review and adjustment process is paper driven. The case participants either request a review of their child support order, or the LCSA initiates the review based on new information obtained or mandate for triennial review of aided cases. Once the process is triggered, a packet of documents is sent to the participants in the case for completion and return to the LCSA. CSE is updated to reflect a request for R&A and automatic triggers then move the process through our system of record. If forms are not returned timely, or the system is not updated accordingly, the R&A will terminate, and additional documents will be sent to the requesting case participant to notify them that the review is terminated. The LCSA has 180 days from request to complete the review.  Under California’s regulatory interpretation of request, this is either when the LCSA starts a mandated review or when the requesting party on a non-mandated review returns complete income information.  Often times the documents completed and returned by the case participants when they requested the review are “stale” by the time a court hearing is scheduled, forcing them to complete the forms all over again. The paper process is complex, time consuming, frustrating, and inefficient. 
The eR&A pilot includes cases from the four pilot counties (Los Angeles, Sacramento, Sonoma, San Diego).  Since the rollout in June, the pilot counties receive about 26 inquiries a day.  To date, over 6700 inquiries have been received. 

The Pilot LCSAs (Los Angeles, Sacramento, San Diego, and Sonoma) have reported various issues throughout the implementation of the eR&A. The key issues that are impacting R&A review and processing are listed below.

Triaging Inquiries and Processing Request:
LCSAs have reported that many of the inquiries are not valid R&A request. The eR&A allows the customer to complete the “Change My Order” form as long as their case is managed by one of the 4 pilot counties.  LCSA’s are receiving inquiries for cases that are not eligible for an R&A. Examples include cases where the children have emancipated and cases where California does not have jurisdiction.

Incomplete information from Customers:
LCSAs reported that the forms that were generated by the eR&A were incomplete. They found customer were skipping sections. LCSA staff would need to follow up to verify the missing information thus prolonging the R&A process. 

FL-150 Form Completion:

LCSAs have stated that one of the biggest challenges during the eR&A pilot was obtaining the completed I&E from customers after the modification request had been granted.  After receiving the information from customers electronically, LCSA would need to revert back to the paper-based process of the R&A. This means the paper forms would need to generated and mailed to customers for their completion and returned to the LCSA before modification request could be filed with the court. In many cases it lead to increased delays in processing or the modification request being canceled due to the lack of documents. 

	Analysis and Findings: 
In the June 2021 eR&A query (Query # QR00298), there were a total of 6395 eR&A inquiries received from customers. Of those inquiries received 1195 inquires resulted in Suspended or Denied R&As due to an incomplete Income and Expense Declaration or the inability for the Requesting Party to provide required information. 

About 19% of eR&A cases do not get orders modified because of insufficient information or an I&E form not being completed. Even after completing the eR&A and providing the information to LCSA, customers have to do this again to complete the I&E as it is required to file for a modification.  Having the additional questions, validations, and generating the I&E form with customer provided information may allow for more complete information being provided and allow the LCSAs to better work with customers to return the I&E  in order to move forward with filing the modification. 



	Impacts: Current  processes and procedures will have to be refined at the LCSA level and DCSS to account for the new changes. Additional training that will need to take place at the LCSAs and DCSS regarding the new features added to the eR&A. 

Customer answers to the eR&A questions are mapped to a PDF and emailed to DCSS and assigned LCSA on the case. This functionality may need to be removed or changed if the answers can be mapped to the FL-150 form. The form generation utilized Adobe AEM in the proof of concept in 2019, and could exist outside of CSE if integration is not possible.

	Benefits and Rewards: The requested changes will enhance  the eR&A by reducing redundancy by allowing LCSAs to focus on true review and adjustment request, obtaining all of the required information from the customer, and ensuring this information is mapped to a form that can be used to file a request with the courts. This will increase the likelihood of right-sizing child support obligations based on a customer's current and accurate financial information and may result in improved compliance with the child support order. The interactive forms and electronic updates can also lead to increased customer satisfaction.  

The  Review and Adjustment form sets is one of the most generated and mailed forms in our OSP contract. The FL-150 Income and Expense Form and Review and Adjustments were printed over 500,000 times between May 2019 and May 2020 and averaged a monthly cost of over $28,000 per month. Leveraging a form generating solution that allows for electronic signature or acknowledgment could offer a great savings to the department.  


	Risk of Performing: Risk of performing the requested validations and changes to the eR&A relatively low. The changes are important, but will have a minor negative impact on LCSA processing and the Customer Experience.  These change mainly aim to enhance the existing eR&A solution. 

	Risk of Not Performing: Current pilot counties have stated they would like to continue use of the tool after the grant period. It has boosted customer engagement, but they are hobbling along with workarounds waiting for the full solution to materialize. There will also be technical debt accrued if current platform is abandoned or left to wither on vine. 


The eR&A solution in its current state may not be suitable for statewide use. After the initial inquiry is sent to the LCSAs and email is received with the customer's information, much of the process is manual. This is due to the limited integration between CSE and Customer Connect.  Based on the responses from the Pilot Counties, there may not be be an appetite for LCSAs new to eR&A process to utilize the tool if the requested enhancements are not in place. 
	Operating Expense: N/A
	Attachments: N/A


