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Goals for the discussion
• The importance of data analysis to understand what contributes 

to zero payers 

• Develop strategies based on what is learned

• Gaining the customer and stakeholder voices

• Expert panelists will share a sneak peek of WICSEC sessions you 
can attend this week that will help you turn non-payors into 
PAYORS! 
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What 1 Thing –
Group Participation Time
• Nationally, the percentage of current support paid has been flat 

at 65.6% for the last couple of years. 

• What one thing can you/we collectively do differently to make 
the payment of current child support something more families 
can rely on?
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Background of Colorado’s work
• Colorado was 26th nationally with 64.27% current support 

collected. 

• Nearly a third of all families (31,277) receiving services with a 
monthly current support order had no payment made  toward 
current support in any given month. 
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Background
Lack of data – unable to draw from the experience of other 
child support programs with regard to successful 
interventions with non-paying parents

6

Analyzed the Population (April 2017)

By Locate 
Information

• 69% had a verified 
address

• 79% had a valid 
phone number

• 29% had a valid 
phone number

By Employment 
Information

• 22% had a verified 
employer

• 5% had a verified 
employer and no 
Income 
Withholding Order

By Payment 
Behavior

• 23% had a 
payment in the last 
30 days

• 14% had payment 
in the last year



Determination of Actionable Zero 
Payers to focus on
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Excluded the cases that were less actionable from the zero payer 
total:

• Removed cases with parents in Department of Corrections (3% of the 
zero payer total

• Removed cases where the parent had a pending SSA claim with active 
IWO - 12% of the zero payer total

Average actionable zero payers per month = 27,263



Colorado’s Wildly Important Goal 
Improve the economic security of families by 
reducing the percent of child support cases with 
no payment from 29.5% to 28.0%, which 
represents a 5% reduction from baseline levels, 
by June 30, 2018.
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Next Steps…
Strategies

Throughout the WIG timeline of July 2017 – June 2018, Child 
Support Services identified and implemented several strategies 
to work toward the achievement of the reduction of zero paying 
cases.

• Full implementation of State Rule Changes
• Case closure:  1) 2 years with no locate & 2) when the parent is on 

Supplemental Security Income (SSI)

• Additional flexibility to determine the parent’s ability to pay when 
establishing a “right-sized” child support order
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Current Strategies
•Development and Training of 
a Zero Payer (Non-Payer) 
Report
• Monthly county data 

dashboards provided to 
counties to monitor 
performance

• Individual worker level 
performance data reporting 
provided to counties 



Strategies
•Implementation of an Improved Quality Assurance (QA) 
and Case Management Review Process

• Enhanced case reviews to ensure that best practices are being utilized 
to decrease zero paying cases

• Developed Additional Payment Method Options

• Credit card payment processing with the Child Support Services 
professional rather than a third party vendor

• Kiosk payment option in county offices



Strategies
Implementation of a 
Call-a-Thon Strategy

• As of June 30, 2018, 12,327 
cases were worked for this 
specific strategy 

• As of June 30, 2018, $858,929 
was collected for families from 
this specific strategy



Strategies
Monthly Training Sessions

• Monthly webinars were provided covering topics such as quality 
assurance, enforcement remedies, and income withholding strategies 

Utilization of Text Messaging for Zero Payers

• System enhancements to send text messages to zero paying cases 
to remind parents to make their child support payment and/or that 
no payment has been received



Strategies
Behavioral Economics Interventions

• CSS is working to better identify and understand those parents that 
stop and resume child support payments every month. This pattern 
of payment results in a consistent “churn” of 10% of paying child 
support cases or, on average, 6,095 cases per month who owe an 
average of $1,537,622.

• BICS – a federal demonstration grant that utilizes behavioral 
economics approaches for reaching out to and working with 
parents to improve consistent child support payments



BICS Grant
• The intervention
• 10 minute review at order establishment:  review  payment options 

and obtain a commitment on the payment method (income 
withholding order, direct pay etc.) 

• Payment reminders (text messages or emails) every month for three 
months after the establishment of the order or Intake.
Results

• $115 more in child support paid during first three months vs. Control 
($694 vs $579). 
• Orders established administratively paid $197 more in first three 

months
• Reduction in length of time before parents made their first payment 

by about 10 days (60 vs 51). 



• Colorado Consistent Payer Project

Learning from the voice of customers 
and stakeholders



Long-Term Strategies

• In a recent evaluation conducted by our partners at the University 
of Northern Colorado (UNC), for every barrier to employment 
reported, the odds of paying child support decreased by 34-38%, 
making it the strongest predictor of payment behavior.

• Budget efforts to provide employment services, and other 
supportive services, to unemployed or underemployed parents.

• Child Support funding for employment services is needed

Funding for Employment Services



Long-Term Strategies

• Minimum orders / zero orders / low income adjustments in 
situations where a parent is incarcerated, disabled or otherwise 
not able to pay

• By reducing the amount of the minimum order, as other states 
have done, a parent’s support order would more accurately 
reflect his/her ability to pay support and encourage consistent 
payment behavior.

Guideline impacts to a parent’s ability to pay



Long-Term Strategies

• Consistent case management practices aimed at the zero payer 
population will enable Child Support Services to ensure this 
population is adequately prioritized.

• Expanding the QA program would result in more cases reviewed 
allowing for more extensive case management best practice 
determination and continuous process improvement.

Regulation & Quality Assurance (QA) Changes



Results Matter for Families



Results Matter for Families

Thank You for being a part of Child 
Support Services Program!!!


