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We Value....

Commitment to Children
We believe in a shared commitment among parents, communities and agencies to put
the well-being of children above all else.

Fairmess and Respect
We embrace the diversity of people, recognize their needs and treat each individual with
fairness, equity and consideration.

@uality of Customer Service
We are committed to providing timely, courteous and responsive services
to our customers, consistently exceeding their best expectations.

Cooperative Partnerships
We promote sharing, cooperation and joint effort with families,
communities and agencies in an environment of trust and open
communication.

Integrity and Ethical Conduct
We uphold the highest ethical standards of personal and professional
conduct, not allowing personal interests or beliefs to interfere with our
professional responsibility.

Operational Excellence
We proactively seek the most efficient and effective ways to meet the needs
of children and families.
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EXECUTIVE SUMMARY

AGENCY OVERVIEW

The Orange County Department of Child Support Services (CSS) experienced record performance in
Federal Fiscal Year (FFY) 2007. Success in child support is primarily measured by total collections, per
case collections, and the five federal performance measures. CSS reached all time performance re-
cords in the following categories:

Increased Distributed Net Collections by 1.7% to $179.1 million
Increased Per Case Collections by 4.1% to $1,893

Increased Percent of Collections on Current Support by 1.7% to 54.8%
Increased Percent of Paternity Establishment by 1.4% to 92.6%

The performance of CSS is attributable to staff’s commitment to provide
- quality service to each client. Engaging both parents in the process
greatly increases the probability of success.
- B |
The services provided by CSS include: establishment of paternity, estab-
- lishment and enforcement of court orders for the financial and the
medical support of children, and the collection and distribution of child
support payments.

CSS provides services in over 95,000 cases. The caseload is divided into 3 parts:

o families receiving current public assistance
¢ families that formerly received public assistance
¢ families that have never been assisted

Delivering quality services has become increasingly difficult over recent years due to state funding
issues. Although the cost of doing business has significantly increased, budget revenue has remained
frozen at 2003 levels.




The State Department of Child Support Services (DCSS) continues to implement the statewide Child
Support Enforcement System (CSE). Orange County is now scheduled for conversion to this new sys-
tem in February 2008. Significant challenges will be presented by the CSE system. Even when imple-
mented, it is anticipated that CSE will have a temporary negative impact on performance.

There are two Business Plan goals for 2008: 1) increase percent of current support collected to 56%
and 2) increase percent of cases with collections on arrears to 60%. One challenge to achieving these
goals is balancing staff’s CSE conversion efforts against daily customer services duties and demands.
To support the 2008 goals, CSS is focusing on two initiatives: “Customer Service—It’s More Than Just
A Smile” and an Organizational Development Program. These initiatives along with the CSE conversion
are the key drivers in 2008.

As CSS faces conversion to CSE and decreasing resources, it is necessary to continue organizational
assessment and redirection of resources for operational effectiveness. CSS began a formal organiza-
tional process over two years ago. Staffing and organizational changes have been implemented and
others are pending. As staffing levels decrease, CSS is seeking technological opportunities to meet
customer needs and maximize efficiencies.




VISION, MISSION, AND CORE SERVICES

VISION
Partnering with parents
to achieve family self-sufficiency.

MISSION
To enhance the quality of life for children and families
by establishing and enforcing court orders for the financial and
medical support of children in an effective, efficient and professional manner

CORE SERVICES

e Establishment of Paternity

e Establishment of Court Orders for Financial and Medical Support
e Enforcement of Court Orders for Support

e Collection and Distribution of Payments

Title IV-D of the Federal Social Security Act mandates that each state provide child support services.
California has chosen to have a state-directed, county-operated program. Funding is provided from
state and federal sources. Services are provided free of charge to all families in California. Any child
receiving public assistance—including medical assistance, foster care or CalWORKS is automatically
provided services. On all other cases, services are provided to non-assisted custodial or non-
custodial parents upon written request.

CSS staff provide the following services: location of absent parents, paternity establishment, estab-
lishment of court orders for the financial and medical support of children, modifications of support
orders, enforcement of support obligations, and the collection and distribution of child support pay-
ments. A number of highly effective and exclusive tools to enforce court ordered child support are
available to CSS.




As a family-first program, CSS recognizes that parental engagement in children’s lives increases the
probability that parents will meet the financial, medical, and emotional needs of their children. The
approach used by CSS staff encourages parent involvement and provides the opportunity to meet cus-
tomer needs. Parental engagement results in consistent, reliable payments which enhances the qual-
ity of life for children and families.

Services at CSS are aligned with the Orange County Mission Statement - “Making Orange County a
safe, healthy, and fulfilling place to live, work and play, today and for generations to come, by provid-
ing outstanding, cost-effective regional public services.” CSS efforts also support the strategic objec-
tives of the County.

A family’s receipt of monthly child support has a profound effect on their daily lives. For many fami-
lies, the difference between public assistance and self-sufficiency is the receipt of regular child sup-
port. The receipt of child support provides for life’s necessities, including food, clothing, adequate
housing, and the participation of children in school activities.

CORE SERVICES

Establishment of Paternity - Establishing paternity or “legal fatherhood” is the initial step required to
obtain a support order for a child born to unmarried parents and to ensure the same legal rights are
provided to a child of unmarried parents as to one born to married parents.

Establishment of Court Orders for Financial and Medical Support - The prerequisite for collecting child
support is the establishment of a support order. Support orders are defined as all legally enforceable
orders, including orders for medical insurance and zero dollar support orders.




Enforcement of Court Orders for Support - CSS has specialized enforcement tools and resources
available to assist parents in collecting child support. These include: wage withholding, liens on real

and personal property, intercept of federal and state tax refunds, denial of passports, credit report-
ing, and suspension of business, professional and drivers’ licenses. Medical support is enforced as
part of any child support order whenever health care coverage is available to either parent at a rea-
sonable cost.

Collections and Distribution of Payments - In January 2006, the distribution of child support pay-
ments began through the State Distribution Unit (SDU). CSS collaborates with the SDU to accurately
collect and distribute child support.

LOCAL INITIATIVES

Outreach - CSS has instituted a number of programs for the public to improve and enhance the de-
livery of services. These include a twice-weekly forms clinic, Saturday office hours, radio advertising,
and an improved website to provided an expanded array of on-line services. CSS utilizes customer
satisfaction surveys to assess performance.

One successful initiative is the Pre-Default Intervention (PDI) process. In the PDI process, staff meet
parents directly to establish a court order and agree to child support payment amount. This process
reduces the number of days to receive the first child support payment from 151 to 51 days.

Customer Service - To best deliver services and meet customer needs, CSS must understand what
customers need and want. This is at the core of the 2008 Customer Service Initiative. CSS has devel-
oped a “what customers want” list to better understand our customers. CSS also identified five es-
sential qualities for delivering customer services. In January 2008, managers and staff worked to-
gether to identify what CSS is doing well, needs to improve upon, and planned activities to enhance
the services delivered to customers in their areas.

Organizational Development - CSS is developing the
curriculum and activities that will be implemented this
year. The purpose of the program is to increase the
efficiency and performance of the organization, pro-
vide job growth and satisfaction, and support succes-
sion planning.




OPERATIONAL PLAN

A. ENVIRONMENT

The Customer

In FFY 07, there were over 95,000 active cases in the CSS caseload. Over the years, the child support
enforcement focus has moved from a public revenue recovery operation to one designed to provide a
reliable income source for children and families. A reliable income source increases parents’ ability
to consistently provide life’s necessities for their children.

In FFY 2007, 95.1% of collections on current support were distributed directly to families. This is an
increase over FFY 06, and is attributable to the increase in “former” and “never assisted” cases and the
decrease in cases on public assistance. The caseload charts below are based on welfare status for FFY
07. They are further broken down by caseload profile and distribution of current support based on
welfare status. See Appendix C for more caseload detail.

FFY 07 Caseload Profile FFY 07 Distribution of Current Support
Based on Welfare Status $116.8 million
O Current Based on Welfare Status
O Former | Grohe: $5.7 million
OFormer 506
= Never @ Never (5%)
_

= $36.7 million

(31%)

42,325
(44%)




The Challenges

Child Support Enforcement Automation System (CSE) - The State Department of Child Support Ser-
vices (DCSS) has drawn upon local resources to assist them in the implementation of this project. CSS
has representation and leadership roles in various CSE conversion activities. CSS has dedicated staff
resources to prepare for conversion. Conversion delays have placed additional strain on staffing re-
sources. Although the cutover to CSE is scheduled to occur in February 2008, many staff will continue
to work on post-conversion activities for up to one additional year. The implementation of CSE is
problematic. Pilot county experience shows that the system does not properly generate forms, create
accurate reports, or efficiently task case workers. Alternate processes, better known as “work
arounds,” will severely test available resources.

Management of Diminishing Resources - Strategic planning, operationally and fiscally, is a fundamen-
tal process within CSS. Planning is critical as CSS faces cost increases and performance obstacles due
to fewer staff and CSE conversion. CSS evaluates and assesses core services, redirects staff to areas
of greatest need, reviews budgetary items for saving opportunities, seeks technology opportunities,
and continuously reviews appropriateness of the organizational design.

The Resources

CSS is in its fifth year of level funding. Currently, 14% of CSS positions are vacant. To offset business
cost increases, primarily from cost of living adjustments across bargaining units, CSS has reduced
staffing levels through attrition and has used one-time trust fund revenues to balance its budget.
Regular filled positions have decreased almost 20% from an average of 729 in 2004 to 593 in 2007.
With 75% of annual expenses allocated for salaries and benefits, only minimal savings can be identi-
fied in other budget areas.

With the support of the Orange County Board of Supervisors, CSS is working with the Child Support
Directors Association to increase the budget allocation. Downsizing will continue until the state pro-
vides adequate funding to fully support the program. CSS will continue to diminish in size until the
budget issues are resolved.




B. ACTION PLAN

2008 GOALS

o /ncrease percent of Collections on Current Support to 56.0%
e Increase percent of Cases with Arrears collections to 60.0%

STRATEGIES IN SUPPORT OF THE 2008 BUSINESS PLAN GOALS

Strategy 1: Improve Organizational Performance
Service Plan 1.1 - Reduce default orders
Increase Percent of Collections on Current Support

Service Plan 1.2 - Intervention with non-paying non-custodial parents
Increase Percent of Collections on Current Support
Increase Percent of Cases with Arrears Collections

Strategy 2: Improve Customer Service
Service Plan 2.1 - Implement Customer Service Initiative
Increase Percent of Collections on Current Support
Increase Percent of Cases with Arrears Collections

The two primary areas of focus for 2008 in support of these goals and strategies are:

Customer Service Initiative

Customers are the business of CSS. Past activities that focused on customer needs were found to not
only improve customer service but also increase performance. The five qualities of customer service

have been identified as:

e Reliability - keeping promises, being consistent and accurate

e Assurance - customer comfort, employee knowledge, communication skills
e Tangibles - brochures, handouts, clean facilities

e Empathy - earnest understanding of customers’ needs

e Responsiveness - prompt service, anticipation of needs, customer feedback




The five essential qualities of customer service were discussed with CSS staff at the Business Plan roll-
out sessions in January 2008. Managers and staff have identified specific operational processes in
support of these qualities to improve customer service; ideas were reviewed, assessed, and incorpo-
rated into daily activities. Where appropriate, customer service trainings for staff in support of this
initiative will be held.

Organizational Development Program

A program devoted to organizational development has begun. CSS seeks to develop the most effec-
tive and efficient organizational model possible to serve the goals and needs of the department,
staff, and customers. The design includes: motivating, engaging and empowering leaders and individ-
ual staff; providing a culture of continuous improvement and alignment based on shared goals; and
promoting a safe environment in which to learn and grow. Organizational Development goals include:

A shared CSS Vision, Mission and Goals

e Open communication and quality collaboration

Decision making that involves the most relevant staff with greatest knowledge
A reward system that reinforces organizational health

Conflict is treated and resolved constructively

Recognition of customer needs

Succession Planning




Measuring Performance

Performance in child support is measured in four
key areas:

Collections and Distribution of Payments

Per Case Collection

Compliance Standards
Federal Performance Measures

Collections, Distribution and Per Case Collection

All-time highs were reached in FFY 07. Distributed Net Collections increased by 1.7% to $179.1mil-
lion. Per case collections increased 4.1% to $1,893. The following graph identifies Distributed Net
Collections by category:

FFY 07 Distributed Net Collections
$179.1 million

$62.3 million
(35%)

O Current O Arrears
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The largest percentage of child support collections are the result of wage assignments. Other collec-
tion sources include Internal Revenue Service tax refund intercepts and payments from other states.
The graph below shows collections by payment source for the last two fiscal years.

50.0%
40.0%
30.0% -
20.0%
SO°
10.0% 4 <~ ©° S oo o dio J° e o oo e oo Jo oo
LY N D © ©' © ¥ ™
NN NN Q7 O Q7O N Q" Q°
0.0 | L] | |
IRS FTB uB Wage Other Liens Workers DIB FTB Non- Regular  All Other
Assn. States Comp. TaxLevy  Source Sources
@ FF YTD 2006 O FF YTD 2007

IRS-Internal Revenue Service, FTB-Franchise Tax Board, UIB-Unemployment Insurance Benefits, DIB-Disability Insurance Benefits, Regular
Sources-cash/checks collected by cashiers and credit card payments

Compliance Standards

An annual compliance review is conducted by Quality Assurance/Program Improvement staff to assess
whether CSS has met processing timeframes and program administration requirements. CSS contin-
ues to be in “substantial compliance” with all state and federal requirements. The most recent com-
pliance review audit results showed a compliance rate of 90.9%, which is significantly above the mini-
mum compliance rate of 75%.

Data Reliability - The Federal Office of Child Support Enforcement (OCSE) conducted a data reliability
audit of CSS in February 2007. No deficiencies were identified in the audit report in the eight per-
formance indicator lines. CSS consistently monitors data reliability to ensure standards are met.

11




Performance Measure
Percent of Collections on Current Support

Measurement
Collections on Current Support measures the total amount of current support collected each Federal
Fiscal Year as a percentage of the total amount of current support due.

Value

Collections on current support are essential to the well being of children and the promotion of family
self-sufficiency. The reliability of current support enables a family to meet basic living and medical
needs, lessening the need for a family to rely upon public assistance. Data confirms that the collec-
tion of current support reduces the number of cases processed under public assistance.

Outcome

Collections on current support are the most critical of the child support Federal Performance Meas-
ures. CSS collected 54.8% of the total support owed in FFY 2007 for a 1.7% increase over the prior
FFY. This significantly exceeds the federal minimum of 40%.

Percent of Collections on Current Support
70.0%
0,
60.0% 1 53.9%
50.0% '
|
| Federal Threshold: 40%b
40.0% SCs o<
30.0% I I I I
20.0% -
FFY 04 FFY 05 FFY 06 FFY 07 FFY 08
Percentage Change 3% 1% 2% 2%
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Performance Measure
Percent of Cases with Arrears Collections

Measurement

The collections on arrears measures, as a percentage, the number of cases with arrears collections
during the Federal Fiscal Year compared to the total number of cases in which arrears are owed.

Value
Payment on arrears, along with current support payments, provides a family with income towards ba-
sic needs. For welfare cases, collections on arrears reimburse taxpayers for the cost of public assis-
tance. CSS is required to make a collection on arrears as part of any court order or order assigning
wages.

Outcomes

CSS continues to focus on early intervention with customers to reduce or eliminate arrearages. CSS
collected on 59.5% of cases with arrears owing in FFY 07 for a 0.2% increase over the prior FFY. This
significantly exceeds the federal minimum of 40%.

Percent of Cases with Arrears Collections

70.0% 59.0% 59 2% 59.4% 59.5% 60.0%

50.0%7 l l l

l deral Threshold: 40%0
40.0%
[ ]
ll ll n 1
20.0% -
FFY 04 FFY 05 FFY 06 FFY 07 FFY 08
Percentage Change 0% 0% 0% 1%
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Performance Measure
Percent of Cases with Support Order Established

T YW

Measurement

Percent of Cases with a Child Support Order is measured by cases with support orders established as
a percentage of total cases requiring the establishment of support orders. Support orders are broadly
defined as all legally enforceable orders, including orders for medical insurance and zero dollar sup-
port orders.

Value

Support obligations are established when the court issues an order directing a parent to support his
or her child(ren). Court orders are necessary to enforce child support, public assistance reimburse-
ment and/or medical support. There is a specific timeframe by which CSS is legally mandated to es-
tablish a support/paternity order.

Outcome
Percent of Cases with a Support Order Established in FFY 07 remained level with the prior year at
81.6%. This significantly exceeds the federal performance minimum of 50%.

Percent of Cases with a Support Order Established

100.0% 78.9% 80.5% 81.6% 81.6% 82.0%
- Al
25.0% I I I
0.0% -
FFY 04 FFY 05 FFY 06 FFY 07 FFY 08
Percentage Change 2% 1% 0% 1%
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Performance Measure
Percent of Paternity Established

Measurement
Paternity Establishment is measured as a percentage of the children in the caseload for whom pater-
nity has been established.

Value

Paternity establishment provides the same legal rights to a child of unmarried parents as to one born
to married parents. Paternity rights for a child include parental support, legal documentation of bio-
logical parents, and access to medical support, life insurance, inheritance rights, and certain federal
benefits, such as Social Security or Veteran’s benefits.

Outcome
Percent of Paternity Establishment in FFY 07 increased to 92.6% for an increase of 1.4% over the prior
year. This significantly exceeds the federal performance minimum of 50%.

Percent of Paternity Establishment

100.0%

75.0%

50.0% Federal Threshold: 50%

‘o

0.0%-

FFY 04 FFY 05 FFY 06 FFY 07 FFY 08

Percentage Change (3)% 2% 1% 0%
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2007 BIG 6 PERFORMANCE

CSS has consistently maintained a high level of per-
formance among the six largest California counties.
Annual outcomes make CSS an important contribu-
tor to California’s success in meeting minimum
mandated federal performance standards, as re-
flected in the comparison chart below.

Big 6 Comparison

Minimum
Los . ) San San
FFY 07 Federal Orange Angeles Riverside |Sacramento Bernardino Dlego
Standards
Total
n/a 95,260 471,167 88,672 78,470 122,717 105,441
Caseload
Percent of
Paternity 50.0% 92.6% 83.1% 91.2% 96.3% 80.5% 87.3%
Establishment
Percent of Cases
with a Support 50.0% 81.6% 76.1% 75.1% 84.4% 76.1% 85.7%
Order Established
Percent of
Current Support 40.0% 54.8% 45.7% 48.1% 48.7% 48.5% 50.3%
Distributed
Percent of Cases
with Arrears 40.0% 59.5% 47.3% 59.8% 57.8% 56.4% 56.6%
Collection
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Appendix B
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Appendix C
Demographic Profile of Cases Based on Custodial Parent Addresses

Between FFY 2004 and FFY 2007, CSS strategies to improve performance such as intervention with
non-paying noncustodial parents, and increase non-welfare cases through targeted outreach have
resulted in both a decline in current assistance cases and an increase in never assisted cases. The
chart below demonstrates a 16.4% decline in current assistance cases and a 9.3% increase in never
assistances cases. Former assistance cases remained primarily steady.

FFY 2004 to FFY 2007 Percent Growth of
Current, Former, Never Assistance Cases
I
m Current
-16.4% m Former
O Newver
-1.4% I
9.3%0
-20% -10% 0% 10% 20%

Further breakdown of the top 10 cities with the highest caseload indicate that current assistance
cases declined in all cities with a range from -4.1% to -72.6%. Never assistance cases increased in
all top 10 cities ranging from 1.9% to 15.8%. The proportion of custodial parent females in FFY
2004 (95%) remained about the same as FFY 2007 (94.4%) as did their average age (38.2 years and
39.0 years respectively).

Current Assistance Former Assistance Never Assistance

FFY FFY % FFY FFY % FFY FFY %
FFY 2007 Top 10 Cities 2004 | 2007 |Change 2004 2007 |Change 2004 | 2007 ]Change
1|Santa Ana 2,882 2,243| -22.2% 5,528 5,585 1.0% 4,715| 5,414 14.8%
2|Anaheim 2,422 2,115| -12.7% 5,333 5,465 2.5% 4,273] 4,947 15.8%
3|Garden Grove 959 778 -18.9% 2,129 2,231 4.8% 2,056| 2,234 8.7%
4|Orange 490 413| -15.7% 1432 1,472 2.8% 1,416 1,618| 14.3%
s|Fullerton 488 468| -4.1% 1,495 1,479 -1.1% 1,130 1,305| 15.5%
s|[Huntington Beach 1,330 365| -72.6% 1,051 1,246 18.6% 1,330 1,519| 14.2%
7|Buena Park 557 462| -17.1% 1,282 1,258 -1.9% 918| 1,044 13.7%
s|W estminister 413 329| -20.3% 992 1,024 3.2% 930 981 5.5%
9]Costa Mesa 382 305| -20.2% 955 946| -0.9% 1,040 1,060 1.9%
10 Tustin 327 257| -21.4% 747 792 6.0% 880 948 7.7%

Top 10 Cities Total 10,250 7,735 -24.5% 20,944 21,498 2.6% 18,688 21,070 12.7%

All Other Cities Total 2,180 2,661 22.1% 18,857 17,727 -6.0% 17,288 18,260 5.6%
Grand Total 12,430 10,396 -16.4% 39,801 39,225 -1.4% 35976 39,330 9.3%

Caseload totals reported here are slightly less than caseload reported in the Business Plan, since all demographic data are based on custodial parent ad-
dresses which exclude foster care case counts.
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