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Innovation

Success

Mobile Access

Provide access to child support websites using an
m(dot) solution

v' Provide the ability for clients to better access and interact
with child support websites from a mobile device by using an
m(dot) solution that seeks to:

. Maximize real estate
o Leverage mobile interaction patterns
. Utilize mobile services to enrich the user experience

v/ Utilize Google Analytics capabilities (i.e., event tracking) to
monitor trends/usage across the mobile solution

Expanded child support website functionality

v' Provide ease of access to and visibility of a subset of existing
child support website functionality

v' Expand customer self-service and electronic outreach
capabilities

v' Lead to higher value interaction to enhance the customer
experience
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Homepage
== PAChild Support Program
WELCOME TO THE Users have homepage
PENNSYLVANIA CHILD access to all-things related
SUPPORT PROGRAM to PA Child Support

On-the-go access to child support
information and services

My Cases
Register or log in to manage >
your profile and cases.

Guides & Resources
Learn about your options,
responsibilities, and rights.

Self-Service
Make payments, estimate
support, and request forms.

Domestic Relations
Locate ar ntact the
nearest DRS office.



Mobile Access

Public Navigation Logged-In Navigation

Mobile Access

..1II 0:10 PM - vl 10010 PM

Welcome, Log Out I

What is Mobile Access?
* Expanded child support website

functionality to mobile devices A Home
& Guides & Resources
Why was Mobile Access W selfservice
introduced? @ DRS Locator
* Adoption and use of mobile Internet

1 Log In or Register

Andy L. Osnard
B My Cases
@ My Profile

Scheduled Events
A Home
& Guides & Resources

@ rros
devices is rapidly increasing #H self-service

@ Domestic Relations

Features of Mobile Access:

@ rAQs
* Simplified process for users to easily
make payments from mobile
devices
e Expanded methods of H”"“""’“"‘a

communicating with clients
e Ability to monitor usage and trends
across all access points

* Ability to encourage usage of self- A navigation bar slides out A customized navigation
service and other child support and provides a list of several bar is displayed for
website functionality options pertinent to the logged-in users

general public



Implement self-service portal for members to access
case information

v' Portal users provide their latest information and updates

v" General users access Child Support information

v" Employers are able to register and log into the Self Service
Portal to provide updates, keeping their information current
and reliable

v' Attorneys are able to update information and manage cases
on behalf of their clients

Increased case worker effectiveness and provide case
information to members

v" Reduced over 3,750 hours of client time per month by
implementing Self-Service demographic update capabilities

v' Decreased the time it takes for over 15,000 registered
employers to manage their details and employee lists by
over 20 hours per month

» View Payment Information  »View Scheduled Events  » View Docket
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PA Child Suppaort Program® =

<

Search | Site Map | Contact Us
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Payee Home My Account Program Info Resources

View Scheduled Events
Events Scheduled for John Doe

You have 1 upcoming Scheduled Event(s)

If you are scheduled for any court activity, please bring all necessary paperwork. For further information contact your Domestic

Relations Section.
ONLINE SERVICES ¥
w ~ 3
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Program Info Resources

"'j Search | Site Map | ContactUs

orres LOGOUT

»View Payment Information »View Scheduled Events ) View Docket Information  » Submit Payor Employment Tip

View Payment Information

Payments LAST 5 2008 2009
Jessica Payee a payment was issued in the amount of $126.58 on Friday, May 22, 2009

The following are the 5 most recent payments made to you:

1 05/22/2009 PA.EPPICard $126.58 Deposited
2 05/08/2009 PA.EPPICard $126.58 Deposited
3 04/24/2009 PA.EPPICard 5$126.58 Deposited
4 04/10/2009 PA.EPPICard $126.58 Deposited
5 03/27/2009 PA.EPPICard $126.58 Deposited
% View Case level details for all nts
3 View Amount due for the current month and your arrears balance
Only payments made to Payee, Jessica are displayed. Any payments sent to any party other than Payee, Jessica will not be




Self-Service Portal

Program Info

L g My Account My Employees
»Update Profile  » Change Password / Emal M . -
Update Profile Yv pennsylvania PA STATE AGENCIES ¥ ONLINE SERVICES ¥

Self-Service Portal i —

s Provided  pUseful Links & Frequently Asked Questions

TSRS T .

|

Employer ID: 0000000050 »Fomms  bEstimator b Terms  bService
Employer SR 7 Child Support Estimator - Entry Form

FEN:
 Fields marked with * are mandatory

What is Self-Service Portal? ST SR ——

Number of Chikdren in This Child Support Action:

» Self-service web portal solution that Primary Address 0 :

. . Contact Nesiex ©Q Queitions sttt sction HNoncustodial Parent Custodial Party
provides custodial and non- , coscwane: @ S wewy < W0 Worsiy
e IR
Custodial pa rents as We” as Example: Subdig A TaxFiling Status: () Single - Single -
Number of Dependents Claimed on Taxes: @ 2 0

PERSONNEL SERVS |+ Example: Apt. 23

employers and attorneys access to o

ANYTOMN

case information and the ability to sute: sTate 3 e
L i 2ip: oo |+ oo Format: 123451234 Alimo @,,,,,},,.,m
update demographic information Preats oo - Fomac s

: 9876543212 L *Update Profile
Attorney Home

Fax: Fe

(come Attorney

Why was Self-Service Portal

. Freeees M § 45 @ security feature, you will be (ogged of after 20 minutes of inactivity. ¥
introduced? Hedth surance Provisins: S s =
. © Mo surance provided to any employee any of the folloving is incorrect, please click on v, Information

o 1 [Quick Links
Insurance provided to some employees Profile information e |

* Lack of a single portal for all parties ) e provided to o empoyees
to access case information : e

me:  DOE. JOHN ‘
PACSES Att D:  0000X000K

Address: 123 ANY STREET
ANYTOWN, PA 00000

By selecting Yes your company will no longer receive biling coupons for your attached employee Ust. If Yes s selected after the first Friday of
4 sy vt : el s " Phone Number: 0000000000

Featu res of Self-service Portal: the month your company may receive one additional set of biling coupons for the next billing cydle. o e e

i i S o s mtiieet E-mail:  JDOE@EMAIL COM
* Access to case information ® Yes O o
* Caseintake

* Electronic filing

Screen shot

sample from PA
Self-Service Portal




Data Dashboard

AN N NN

Leads to efficiency

Leads to intuitive and effective decision-making
Provides comparable data for analysis

Provides an easy to view format

Data located in one place

Increased "Ownership" of Caseloads

AN

Personalized access to expected performance
Immediate access to current case activity data
Increased efficiency

More effective decision-making

Name 001C003 - TUCKER, LINDA

Worker Performance

Cases without Payments

M County Rank: 1 Last Refreshed Date: March 3, 2012

Worker Performance
M W Case Management

B Enforcement
Il Establishment

January February March

Current Support Ratio

612 Cases Paying Current

W o5%

W s25%

W 2650%
51-75%

W 76-100%

W -100%

@ Arrears Support Paid g Current Support Paid

100%

Support Order Ratio

G Support Order
Ratio

Oct Nov Dec Jan Feb Mar Apr May Jun Jul Aug Sep

@ Current Support @ Arrears
Ratio Ratio

@ Paternity @ Medical Support
. Ratio



Dashboards

What are Dashboards?

* Combination of point in time and
historical metrics

* Presents comparative data in a
single view

* Collective and individual metrics are
captured for analysis

Why were Dashboards

introduced?

* Disparate data sources

* Inefficiencies created due to
searching for data

* Inability to view multiple data
sources in a comparable format

Features of Dashboards:

* Customizable formats

* Comparison information presented
in a single view

* Drill down feature for details,
activities and performance

* Filters to portray specific fields of
data

<
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Dashboards

| Canned Reports Ad-hac Reparts Supervisar Caseworker Locate Acgounting Executive
Region | 0 Bl county 0 B Last Refreshed November 30, 2010
IManaged Staff Performance
Superviser Caseworker Support crder  Paternity Medical Suppor  Amears  Cument Support
Worker Performance 00000000 (00000000 8.95%
Cases Without Payments 00000000 - 00000000000000000,( 004C001 - WORKER, VACANT 0.00%
Case Load Trend 00000000 - 00000000000000000,|015C002 - THOMPSCON, WALTER 100.00% 11.11% 50.00% 0.00%
N 00000000 - 00000000000000000, 015C004 - KER, VACANT 100.00% 8.33% 85.22% 0.00%
Case Assignment
00000000 - 00000000000000000, 015C007 - MITCHELL, PHILLIP '98.88% 14.29% 58.67% 0.00%
Undistributed Collections
00000000 - 00000000000000000 015C008 - ENGLE, CONNIE 100 .00% 20.00% 55.58% 0.00%
00000000 - 00000000000000000, 028C006 - HUBBARD, SHELIA 100.00% 351% 44.87% 0.00%
:!:l:!:lﬂ:!:l:!-JUJUJJU@JJJUJDJ. 028C008 - KER, VACANT 100.00% 0.00% 80.00% 0.00%
00000000 - 00000000000000000,|027C003 - CRABTREE, JENNIFE| 100.00% 8.87% 86.67% 0.00%
Arrears Paid S At
Cases Without Payments
5312 a5 Paying Anesrs N
M N Payment B z1-6
0% - 5%
W 5% - 10% -
11% - 15%
=120 days
W 16%- 20%
W 0% B Ho Payment

@ Amears Support Paj

Delinquency Listing

Openings/Closings

Case Load

Waorker 1D

AMoUnt Owed 1 Family

Amount Owed 1o State

Ama

" Owed 1o Other

State | La#t PaymentDete | Good Cause | Probability of Payment

0000000000000 0
ARDN 704123 54750 00) DiA772012
50 T
z
z
1
001C002 z
D0TCO0Z - HARMON, 10 ] 13
001C002 - HARMON, 12 ] 1
HARMO! z a3
HARMO z 78
HARMO 2 71
o 1 a
HARMO 2 a6
HARMOI 782; 00l 1/03/201 1 1
001C002__ HARMON, SHARGH 3170402 50.00] 52,615 00} 50 00) 12/04/2010 " 2
0016002 - HARMON, SHARGN 3202031 5600.00) 0.00) 50 00) 12/22/2011 ) 11
001C002 - HARMON. SHAROHN 3265348 32,692 56| 10/31/2008 ] &




Federal and Operational Reports

v" Helps executives ensure key performance indicators are met

v" Improves compliance with Federal performance
requirements

v" Allows case workers to analyze data specific to case load

Actionable Information Presented

v" Improved Federal metrics
v" Increased data analysis at case worker level
v" Information more quickly acted upon

157 Landing Page Report

Help
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What are Reports?

Presents tangible information
Presents the power of datain a
readable, actionable format

Why were Reports introduced?

To improve key performance
indicators

To ensure compliance with Federal
performance requirements

Features of Reports:

Ability to tailor and analyze data
Ability to produce customized
reports

Allows case workers to shift focus
from entire caseload to specific
cases needing immediate action

34A Landing Page Report

Help
Section Lines Values
Line 1 $6,378,324 82 Collections by Payment Type
Line 2 $85,638,525.38
Line 3 50.00
Section A’ Available
oliections Line 4 $9.483,137.41
Line § $0,00
Part 1: Quarterly Report
of Collections Line 6 $82.633.712.79
Section B:
Dt Line 8 e
Undistribued Line 9 [R5 orsis o ks =T com e oo Gy =] S0
Line 10 o) t 2 " CSE Workspace - Business Intelligence Solution
Share / Fees Line 11
Listing

Collections by Payment Type
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Innovation

Success

Implement Text Messaging System

v' Will support multiple message types including text projects
v' Wil allow state to communicate directly with child support
Custodial/Non-custodial Parents
v Member-designated mobile device

Improves Customer Service and Customer Outreach

Supplements existing automated e-mail notifications
Allows the IVR Outbound calling program to be eliminated
97% of case members have mobile numbers
Approximately 10,000 messages per day

AR YRANRN

Text Messages




DPW Enterprise
Service

What is the Text Messaging
program?
* Allows members to opt-in Message Files

*  Members text via a member- (XML)

designated device

Enterprise Text Service handles
Why was Text Messaging all integration with the outside
introduced? SMS vendor and writes tracking
e Replaces outbound IVR calls data to a reporting database. &
* Private, easy to retrieve, and
persistent G :t’:';ay
Features of Text Messaging:
e Supports multiple message types SMS vendor provides
* Improves customer service and messages to appropriate cell
customer outreach phone services.

* Supplements automated E-mail
notifications

e Allows outbound IVR program to be
eliminated




Develop the Performance Improvement Module

AN N NN

Customizable dashboard that prioritizes cases to be pushed
Consolidation of key case information for quick reference
Viewable performance statistics at the appropriate level
Suggested actions and predictions tailored to each case
Management of cases on a daily basis

Increased Performance Metrics

SNENENENEN

Improved collection of arrears

Reduced build up of arrears

Earlier identification of problem cases

Supervisors view case worker and team performance
Increased outreach and intervention

Current Challenges for Case Management

Working the Right Cases Information Overload
. ——

Visible Results

>wﬂd,—a~ “ R Iu-. '.
Case Management Strategy



Performance Improvement Module (PIM)

Performance Improvement
Module (PIM) PIM is a Targeted Case Management Tool

* Provides customizable dashboard
lustomizable dashbosrd Consolidation of key  View performance Suggested actionsand  Clearly see exactly

Conslolldat.es key case information that priaritizes cases  cage informabion for  stalistice atthe cags, biceliness o pay whal your cass
* Provides view of performance that should be pushed quick reference  individual worker, and  Predstiensileted v oriprs are working
statistics that day pounty for equivalenty RN ERESTECARE op gyiring the day
N .. lzvel
* Likeliness to pay predictions - -
PACSES " Dashboard i, ['= raveey oy T r ] Tl |

* View daily case worker production

Why was PIM introduced?

. . ST ¥ Caim B Ll ooy Aisigerd T Zarverl B doveaes T

* Reduce information overload v _ preray— " TR — Py — P all

. Produce visible results 4 s, Friy B A - e o [P — T -l
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* Identify next appropriate actions R . T T e e — - .

* Ensure the right cases are being - [em— V2V - SR Tuderal T B ¥y e e e e ol
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Features of PIM: e ey e e e
¢ |dentification of actions needed T — ST T

* Early identification of problem cases

* Performance-based case
management

* Targets reduced build-up of arrears

* Targets groups of cases for outreach
and intervention




