
Improving the Customer 
Experience in 
Intergovernmental Cases



Activity

• Answer the question 
on the paper on your 
seat
• Using the template, 
fold it into a paper 
airplane
• Wait for launch 
instructions



Intergovernmental 
Case Processing 
Grant

September 15th - 17th



Virginia



September 15th - 17th



Maryland: judicial, state supervised and both state and 
county administered

North Carolina: judicial, state supervised county 
administered

Virginia: administrative, state supervised

Why These States



Our Project
• Project Goals
• Planning
• Assessment
• Recommendation
• Envision
• Implementation
• Evaluation/Lessons Learned



Project Goals
• Increase the collection percentage of current child support due on cases in the 

Project Offices

• Decrease the median number of days between an incoming intergovernmental 
referral and the establishment of a new order

• Increase the customer service experience for parents on the 
intergovernmental caseload in the Project Offices

• Increase customer service in Project Offices 



Additional Research Questions 
• Did the interventions allow Project Offices to outperform in-state 

peers with respect to Intergovernmental case processing?

• Did the Partner States experience similar gains?

• Was there an increase in the overall use for EDE?
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• Assessment
• Recommendations
• Envision

Phase One - Planning



Phase Two - Implementation 

• Three State Reference Guide-3RG
• Pledge 
• Intersect Event
• Training
• Customer Service



Three State Reference Guide – 3RG

1. Contact Information
2. Questions
3. Training Links



PLEDGE
I agree to support the Three-State Intergovernmental Project with my 
time, focus, tenacity, and commitment to the case processing actions 
below on cases with the Partner States. I believe that I have the power to 
change the lives of families, and I choose to use my power to respectfully 
promote the well-being of children and self-sufficiency of families by 
fairly, effectively, and efficiently using these processes to establish, 
modify, and enforce child support orders. 



INTERSECT
• Held monthly
• Hosted via online meeting platform
• Each state took a turn presenting
• Networking and training opportunity



Other Training

• Electronic Document Exchange (EDE) 
• Encourage participants to attend any additional offerings either 

internal training and participate in NCSEA/WICSEC/ERICSA events
• Intergovernmental Case Closure



Customer Service
• Letter sent to all new customers
• PowerPoint, Recorded Presentation
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• Analyzing the data 
• Outcomes 
• Lessons Learned

Phase Three - Evaluation



Outcomes of Project Goals

September 15th - 17th





Was there reduced number of days between 
referral and order?

Change in Average Median Number of Days Between Order and Establishment 
during Baseline and Implementation for Responding Caseloads

State/Office
Avg Reported Median

Change
Baseline Implementation

VA - Statewide 215.56 272.08 56.52*
VA - All PO 277.90 427.83 149.93
VA - All NPO 210.17 266.92 56.75*
VA - PO (MD) 265.53 248.08 -17.45
VA - NPO (MD) 224.15 280.17 56.02
VA - PO (NC) 382.93 444.31 61.38
VA - NPO (NC) 267.35 309.00 41.65
MD - Statewide 299.77 414.96 115.19*
MD - All PO 427.52 569.71 142.19*
MD - All NPO 244.42 250.71 6.29
MD - PO (VA) 490.76 607.83 117.07
MD - NPO (VA) 340.10 441.00 100.90
MD - PO (NC) 438.21 624.91 186.70
MD - NPO (NC) 213.67 324.67 111.00
NC - Statewide 171.77 143.04 -28.73*
NC - All PO 279.50 203.04 -76.46*
NC - All NPO 141.60 130.58 -11.02
NC - PO (VA) 291.15 162.82 -128.33
NC - NPO (VA) 147.52 130.08 -17.44*
NC - PO (MD) 316.43 297.57 -18.86
NC - NPO (MD) 207.10 245.95 38.85



Was there improved communication in 
Project Offices with the parents on each 
case?



Was there improved communication 
between the Project Offices in each Partner 
State?



Outcome of Research Questions



Did the interventions allow Project Offices to 
outperform in-state peers with respect to 
Intergovernmental case processing ?

Collections
Order Establishment



Did the Partner States experience similar 
gains?

M
D



Was there an increase in the overall use for 
EDE?

Average % Change from Baseline to Implementation Periods for

Reported Unsolicited Documents Sent via EDE
State/Office Avg Percent Change

VA - Statewide 115.15%
VA - All PO 75.80% 
VA - All NPO 167.74%
VA - PO (NC) -7.38%
VA - NPO (NC) 22.82%
NC - Statewide 349.04%
NC - ALL PO 420.00%
NC - All NPO 417.07%
NC - PO (VA) 284.62%
NC - NPO (VA) 253.85%



Lessons Learned

• Communication is key
• Stay Flexible 
• We still have a lot to learn
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North Dakota



Goals
• Build more complete incoming case file and streamline 

process.

• Increase autonomy over cases. 

• Remove barriers to progress in outgoing cases. 

• Reduce duplication of effort in shared ND and TAT 
cases. 

September 15th - 17th



Timeline

September 15th - 17th



Mitigating Circumstances 

September 15th - 17th

• COVID 

• Reorganization

• Data



The Road to Intervention

September 15th - 17th

• Assessment
• Compiling the data
• Project team
• Outcome measures
• Baseline period: February 2020 – January 2021
• Implementation period: February 2021 – January 

2022



Customer Service and Website Enhancement

September 15th - 17th

• Goal: Increase the number of appropriately completed 
forms and decrease the timeframe in which the forms 
are returned. 

• Intervention: Introduce changes to the information 
provided to parents regarding the intergovernmental 
process and provide meaningful assistance to parents 
completing intergovernmental forms. 



Outgoing Intergovernmental Webpage

September 15th - 17th



September 15th - 17th

Tutorials on the Website



September 15th - 17th

Sample Forms on Website



September 15th - 17th

• Improved correspondence

New Procedures 



September 15th - 17th

• Customer reminders to complete the form(s) at strategic 
intervals:

• Five days after mailing form(s), a text message is sent 
reminding the customer to complete the form(s), with links to 
the webpage. 

• Ten days after mailing form(s), the Outgoing Interstate Lead 
Case Manager calls the customer as an additional reminder 
and offer to help.  

New Procedures 



September 15th - 17th

Results 



September 15th - 17th

Results 



September 15th - 17th

Results 



September 15th - 17th

Results 



September 15th - 17th

Results 



California



e-UIFSA Development & Deployment

Development – June – October 2021

• User experience – user interface development
• Hover tips & sub headers
• Business process design & automation
• User acceptance testing
• Platform training for staff

Deployment – October 2021
• Platform training for staff

DCSS
Bryanna McAdams
Victor Inneh
Alexis Ramirez

Pilot LCSAs
Dora Muro - Sonoma
Domenique Mitchell - Sacramento
Kimberly Townsend - San Diego
Raquel Yeang - Los Angeles



e-UIFSA Data*

Declaration in Support of Establishing Parentage General Testimony
Sent Received Sent Received

310 178 428 211

*data is through September 19, 2022



What do Child Support Professionals Think?

60 % of survey participants review more than 13 intergovernmental cases a month. 
These are active users experienced with intergovernmental case work

70% of survey participants would recommend the e-UIFSA solution. 25% percent 
were neutral

Users have reported issues but appreciate the rapid updates and overall support

“This is a game changer for IG work and so beneficial to our customers.”

September 15th - 17th



e-UIFSA Forms Demo



Contact Info

• Virginia – Lisa White, 
lisa.white@dss.virginia.gov
• North Dakota – Beth Dittus, 
bldittus@nd.gov
• California – Alexis Ramirez, 
alexis.ramirez@dcss.ca.gov

September 15th - 17th

mailto:bldittus@nd.gov
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