
Successes, Innovations and Trends 

in Child Support Program 

Technology 

Ben Karchner 
Deloitte Consulting, LLP 



Mobile Access 

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

Expanded child support website functionality 

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

 Expand customer self-service and electronic outreach 
capabilities 

 Lead to higher value interaction to enhance the customer 
experience 

 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 
• Leverage mobile interaction patterns 
• Utilize mobile services to enrich the user experience 

 Utilize Google Analytics capabilities (i.e., event tracking) to 
monitor trends/usage across the mobile solution 
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Homepage 
 
Users have homepage 
access to all-things related 
to PA Child Support 

Mobile Access 



Mobile Access 

Mobile Access 

What is Mobile Access? 
• Expanded child support website 

functionality to mobile devices 

 
Why was Mobile Access 
introduced? 
• Adoption and use of mobile Internet 

devices is rapidly increasing 
 

Features of Mobile Access: 
• Simplified process for users to easily 

make payments from mobile 
devices 

• Expanded methods of 
communicating with clients 

• Ability to monitor usage and trends 
across all access points 

• Ability to encourage usage of self-
service and other child support 
website functionality 

Public Navigation 
  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

A navigation bar slides out 
and provides a list of several 

options pertinent to the 
general public 

Logged-In Navigation 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

A customized navigation 
bar is displayed for 

logged-in users 

Mobile Access 



Self-Service Portal 

Implement self-service portal for members to access 
case information 

Increased case worker effectiveness and provide case 
information to members 

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

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

 Portal users provide their latest information and updates 
 General users access Child Support information 
 Employers are able to register and log into the Self Service 

Portal to provide updates, keeping their information current 
and reliable 

 Attorneys are able to update information and manage cases 
on behalf of their clients In
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Self-Service Portal 



Self-Service Portal 

Self-Service Portal 

What is Self-Service Portal? 
• Self-service web portal solution that 

provides custodial and non-
custodial parents as well as 
employers and attorneys access to 
case information and the ability to 
update demographic information 

 
Why was Self-Service Portal 
introduced? 
• Lack of a single portal for all parties 

to access case information 
 

Features of Self-Service Portal: 
• Access to case information 
• Case intake 
• Electronic filing Screen shot  

sample from PA  
Self-Service Portal 

Self-Service Portal 



Self-Service Portal 

Data Dashboard 

Increased "Ownership" of Caseloads 

 Personalized access to expected performance 
 Immediate access to current case activity data 
 Increased efficiency  
 More effective decision-making   

 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  
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Self-Service Portal 

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 

Dashboards 



Self-Service Portal 

Federal and Operational Reports 

Actionable Information Presented 

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

 Helps executives ensure key performance indicators are met 
 Improves compliance with Federal performance 

requirements 
 Allows case workers to analyze data specific to case load 
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Self-Service Portal 

Reports 

What are Reports? 
• Presents tangible information 
• Presents the power of data in 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 

Reports 



Self-Service Portal 

Implement Text Messaging System 

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 

 Will support multiple message types including text projects 
 Will allow state to communicate directly with child support 

Custodial/Non-custodial Parents  
 Member-designated mobile device 
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Self-Service Portal 

Text Messages 

What is the Text Messaging 
program? 
• Allows members to opt-in 

• Members text via a member-

designated device 

 
Why was Text Messaging 
introduced? 
• Replaces outbound IVR calls 
• Private, easy to retrieve, and 

persistent 
 

Features of Text Messaging: 
• Supports multiple message types 
• Improves customer service and 

customer outreach 
• Supplements automated E-mail 

notifications 
• Allows outbound IVR program to be 

eliminated 

Text Messages 

DPW Enterprise 
Service

Enterprise Text Service handles 
all integration with the outside 
SMS vendor and writes tracking 
data to a reporting database.

SMS vendor provides 
messages to appropriate cell 

phone services.

Message Files
(XML)

SMS 
Gateway



Self-Service Portal 

Develop the Performance Improvement Module 

Increased Performance Metrics 

 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 

 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 
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Self-Service Portal 

Performance Improvement 

Module (PIM) 

What is PIM? 
• Provides customizable dashboard 
• Consolidates key case information 
• Provides view of performance 

statistics 
• Likeliness to pay predictions 
• View daily case worker production 

 
Why was PIM introduced? 
• Reduce information overload 
• Produce visible results 
• Identify next appropriate actions 
• Ensure the right cases are being 

worked 
 

Features of PIM: 
• Identification of actions needed 
• Early identification of problem cases 
• Performance-based case 

management 
• Targets reduced build-up of arrears 
• Targets groups of cases for outreach 

and intervention 

Performance Improvement Module (PIM) 


