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Stillman, David (DSHS/DCS)

From: Denise Watts [mailto:denise@wsqa.net]

Sent: Tuesday, March 10, 2009 12:27 PM

To: Stillman, David (DSHS/DCS); Montgomery, Brice (DSHS/DCS)
Subject: WSQA Full Application Intent to Apply Receipt resend

We are pleased to receive your Intent to Apply form and the fee of $150 for the Full Examination Award
cycle. We look forward to the receipt of our application using the 2009 Full criteria postmarked by
October 17, 2009 (in the event that this is a non-working day for the US Postal Service, we will accept a
postmark by the next working day). Please save this e-mail as confirmation of the receipt of your
Intent to Apply form. You will be asked to submit a copy of this confirmation with your application.

As you prepare to respond to the Full criteria in your application we recommend that key members of
your organization attend the Introduction to Performance Excellence or the Executive Overview
workshop. The Preparing and Applying for the WSQA workshop is an excellent workshop to help you
organize, plan and write your application. The Baldrige Case Study workshop will provide you with a
clear understanding of how your application will be evaluated. All of these workshops are offered either
on site or as open forum workshops. More information on these workshops is available at:
http://www.wsga.net/workshopDescript.php. Joining a Write Your WSQA Application Collaborative will
lead you through all phases of writing an application and will provide you with feedback on your draft
efforts. More information on this collaborative is available at: http://www.wsga.net/Collaborative.php
For more information on these and other areas of support from WSQA, please call our office at 360-
697-2444.

Thank you.

Denise Watts

WSQA Office Administrator
denise@wsqga.net
My Office hours are Tuesdays and Wednesdays 9:30 -3:30

WSQA

Path to Performance Excellence

"Making WA State a better place to live, learn, and work"
www.wsga.net

wsga@wsga.net

PO Box 609

Keyport, WA 98345

360-697-2444

800-517-8264

"Life is what we make it".
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GLOSSARY OF TERMS AND ABBREVIATIONS

A

ACF: Administration for Children & Families. The parent
organization to OCSE and an administration within the U.S.
Department of Health and Human Services (HHS).

ADA: Americans with Disabilities Act of 1990’he ADA
prohibits discrimination on the basisdisability in
employment, programs, and services provided by state and
local governments.

ADSA: Aging and Disability Services Administration. One
of five administrations within DSHS.

ALJ: Administrative Law Judge. Employed by the Office of
Administrative Hearings, ALJs preside over Administrative
hearings.

ARO: Administrative Reassignment Opportunity.

B

BPE: Business Process Evaluation. A checklist of the factors
that may affect a process or process change.

C

CA: Chil drenos
within DSHS.

Admini strati on.

CBA: Collective Bargaining Agreement. The labor contract
between the State of Washington and the Washington
Federation of State Employees that governs labor relations
between DCS andepresented staff.

CBO: Congressional Budget Office.

CFR: Code of Federal Regulations. The codification of
general and permanent rules published in the Federal Register
by the Federal Government.

CFS: Current and Future (Child) Support.

CO: Claims Officer. The DCS job classification for staff
attorneys who represent DCS at administrative hearings and
perform other legal functions such as public disclosure.

COLA: Cost of Living Allowance.

Conference Board: An informal process within DCS for
relving customer grievances. Also refers to theénson or
telephone hearing between the customer and Conference
Board members.

CP: Custodial Parent. The parent or caregiver entitled to
receive child support.

CRU: Community Relations Unit. A subnit of the DCS
Communications Operations Unit that handles constituent
relations and community communication.

CSD: Community Services Division. A division within the
Economic Services Administration of DSHS. CSD
administers cash, foagbssistancanedical assistanand day
care eligibilityprograms through a network of Community
Service Offices (CSOs) and Custonsarvice Centers
(CSCs).

CSIPS: Child Support Internet Payment Services. A DCS
website for customers to access case and payment information,
make paymentgnd to contact their caseworker.

CSENet Child Support Enforcement Network: A secure
electronic ommunication network maintained by OCSE used
by states to communicate among each other.

CSO: Community Service OfficeSeeCSD.

CSPA: Child Support Program Administrator. A DCS job
classification for a senior project manager developing new
statewie programseporting to a Chief or the Director

CSPM: Child Support Program Manager. Mid level manager
in the larger field officesr HQ. Reporsto the District

Ma@agesor Ghief f i ve admi ni strations

CST: Customer Service Team. Local and HQ (CRU)
employees assigned tortstituent relations.

D

DAO: Diversity Affairs Office. A DSHS office.

DCS: Division of Child Support. A division within the
Economic Services Administration of DSHBCS
establishes, modifies, and enforces and distributes child
support and medical insurance obligations.

DJA: Developmerdl Job Assignment.

DSHS: Department of Social & Health Services. A cabinet
|l evel department reporting t

DM: District Manager. The primary leader of ondo€ S 6
ten field offices and a member of DG&nior Lleadership.

DOH: Department of Health. The state agency priogid
information and services to help peoptay healthy and safe.
DOH sharewital recordsdata with DCS and files paternity
affidavits.

Washington State Division of Child Support

2009 Washington State Quality Award (WSQA) Application



GLOSSARY OF TERMS AND ABBREVIATIONS

DOL: Department of LicensingThe state agency that issues FMIS: Financial Management Imaging Systeimaging
drivers, business and professional licensing as well as vehicle  accountingsoftware used to proce® intake and disposition
registration. DCS works with DOL in the license suspension of payments.

process

FO: Field Office. One of the ten local DCS offices situated
DOP: Department of Personnel. The state agency that throughout Washington State.
provides other state agencies with specialized human resource
support. DOP also provides the portal through which external FSA: Financial Services Administration: A DSHS
hob seekers apply for DCS positions. administration that provides financial and management
services to DSHS.
DRA: Data Reliability Audit. Federal funding is contingent

upon passing this audit conducted by OCSE. FTE: Full Time Equivalent. A full time worker1.0 FTE of
indicates a full time worker, while OiBdicates a half time
employee.

E

ELT: Expanded Leadership Team. G

E-Model: Efficiency Model. An online performance tool that GA: Department of5eneral Administration. Thet&e

tracks both the percentage of paying NCPslzott positive agency that provides internal support services to other state

case actions and negatisensiderations that lead to this agencies in areas of purchasing, facilities, the state campus

result. mail system, and the state motor pool.

EMAPS: ESA Management Accountability & Performance
Statistics. An ESAevel unit that performs data management,
grant monitoring and internal audits for DCS.

GMAP: Government Management, Accoahtlity &

Performance. The method of public performance reviews
empl oyed by Washingtonbés Gove
government accountability to
requires state agenciesregularly measure and report the
effectiveness of the sdces they provide so problems can be
identified and fixed.

ERASE: Enterprise Risk Assessment Self Evaluatiom A
annual risk assessment exeraideere facility security, cash
handling, health and safety, payroll processing, computer
security, emergency preparedness, staff training and other
elements are reviewed and rated for risk and mitigation efforts
in place.
ESA: Economic Services AdministratioD. C Sparent HA: Housing Authority. County based organizations whose
organization and one of five administrations within DSHS. purpose is to create affordable housing opportunities for low
income customers.

ESD: Employment Security Department. T8tate agency
providing employment servicesndunemployment benefits.

; . : h HHS: U.S. Department of Health and Human Services. A
ESD dares data with DCS and apte withholding notices

cabinet level department reporting to the President of the

for unemployment compensation. United States.
ESS:Employee Satisfaction Survey. A biennial all staff HQ: DCS Headquarters. The central HQ building in
survey conducted by DSHS. Olympia, Washington that houses multiple units including the

) L Directorés Office, Policy, Co
EV: The automated cage/aluation software application in Central Servies, Field Operations,-EIAPS, Fiscal, and
D C SSapport Enforcement Management System (SEMS). SEMS.
F HR: Human Resources. SBOP.
FC. Foster Care. Progr ams admi HRMS:t Human Reshugce Mahagemert $ystainc W ashirgton
Administration of DSHS that firglfoster homes or temporary Stateds personnel and payroll
shelter for abused and/or neglected children. the Department of Personnel.

FFY: Federal Fiscal Year (Octob&eptember). Example:
FFY 2008 ran from October 2007 to September 30, 2008.

Washington State Division of Child Support - i - 2009 Washington State Quality Award (WSQA) Application



GLOSSARY OF TERMS AND ABBREVIATIONS

HRSA: Health and Recovery Saces Administration. One LMS: Learning Management System. Antlame training

of five administrations within DSHS. Responsible for program to track, plan and sign up fodividual classes.

administering health and medical programs including

Medicaid, Apple Health for Kids, Medical Care Services and LT: Leadership TeamD C Ssénior leadership team

Refugee Assistance. comprised of both the DGBQ Chiefs (Management Team=
MT) and the District Managers (DMs).

IDP: Individual Development Plan. M
MFSR: Monthly Fiscal Status Report. Report submitted to
IL: Impediment Locate. A screen on SEMS. the DSHS budget office ipreparation for review with the
Secretary.

IPAC: Indian Policy Advisory Committee: A quarterly
meeting between delegates from DSHS and sovereign tribes. MMR: Monthly Management Report. Also known as

DCS participatesia an ESA subcommittee. Financial Status reports.

IRS: U.S.Internal Revenue Service. The IRS partners with MT: Management Team. The D&&) Management Team
OCSE and State MD agencies to certify cases for federal comprised of the Director, Section Chiefs (Policy, Field
income tax refund seizures. Operations, Communicatio@perations, Central Services,

SEMS, EMAPS, and Fiscal) and the DCS Executive Assistant.
ISG: Information Sources Guidelines group. A workgroup
formed to investigate new locate sources focusing specifically ~ MVV: Mission, Vision, and Values.
on ethical and appropriate use.

IT: Information Technology. The use of computers and N
computer software to convert, store, protect, process, transmit, NCCSD: National Council of Child Support Directors. A

?nnc:nrtetirrllevr? d'nforr\i?at'?r:}' ﬁlf?o ?rn'(ik?am;ég;l ;taff that professional discussion forum made up of state, territorial, and
aintain and service this inftrastructure. ‘ tribal 1V -D Program Directors.

IV-D: Title IV-D of the Social Security Act. The federal act

authorizing and regulating state child support programs. NCP: Norrcustodial parent. The parent responsible for

paying child support.

IV -D Program: A state or tribal child support enforcement

program funded by federal matching funds. NCSEA: National Child Support Enforcement Association.

A national norprofit organization established to provide

IWW : Immediate Wage Withholding. Authoritya specific education and support to child sigst professionals.

language in child support orders tladlbws DCSto take NMSN: National Megical Support Notice. Afeder@ll

i mmedi ate |egal action agains }equf?edle%ﬁ hofic8 D& %en Ebrﬁn‘?&rﬁy to‘%r‘nﬁlo e¥slérgd

further notice.

unions to enroll children ont
plan.
J NWEP: Non-Wage Earner Program. A DCS program to
JRA: Juvenile Rehabilitation Administration. One of the five collectchild support from nompaying NCPs who do not work
admiristrations within DSHS. for wages Includedien andseizure of vehicles
L O
L&I: The Department of Labor and Industries. Biate OA: Office Assistant. A job classification of DCS staff that
agency responsible for workplace safety. Administers the perform clerical and administrative support duties.
workers compensation program and accepts withholdings for
workers compensation claims. OAH: Office of AdministrativeHearings. The State agency

responsible for adjudicating C Sadministrative hearings.
LEP: Limited English Pratiency.

OAS: Office Assistant Senior. A job classification of DCS
LPA: Local Planning Area.ocal and regional level cross staff that perform clerical and administrative support duties.
agency workgroups aimed at providing more cohesive and
coordinated services to DSHS customers

Washington State Division of Child Support -iv - 2009 Washington State Quality Award (WSQA) Application



GLOSSARY OF TERMS AND ABBREVIATIONS

OCSE: Office of Child Support Enforcement he federal
agency (part of ACF and HHS) responsible for providing
oversight and support to stated tribalchild support
programs.

PSA: Public Service Announcement.

R

OFM: Office of Financial Management. The Washington
Governords agency that devel
andmonitors spending and revenue.

(o]

OMB: Office of Management and Budget. The federal
agency that assists the President with developing the federal
budget and supeision of federal agenciesOMB also

oversees and coordinates procurement, financial manatemen
information and regulatory policies.

OSD: Operations Support Division. A division within ESA
created in November 2006.-MEAPS, Fiscal, and HR are key
DCSfocused units now within OSD.

OWI: Order to Withhold Income. A legal notice sent by

DCS to enployers or other entities holding income or

financial assets of parents, ordering them to redirect payments
to DCS, which then distributes the payments as child support.

RCW: Revised Code of Washington. The compilation of all
permanent laws (statutes enacted by the Legislature, and

Sghed BYYHE GEHVBIIbE, br Bacdted Vidtte inffiative précesd) U d

now in force in Washington State.
RDA: Research and Data Analysis.

RSEO: Resposible Support Enforcement Officer. The SEO
assigned to a particular case.

RS/RX: Review Summary/Review Cro$®eference Screen.
An application within SEMSallowing SEOs to build and work
lists of cases meeting specified criteria.

RTI: Reference Training Index. An dime training guide
maintained by the TCs and HQ trainers.

S

P

PA: Performance Analyst. PAs interpret and communicate
performance results amthta, carry out performance
enhancement projects, analyze work processes, test new work
strategies, and promote operational best practices.

PAID: Project Against Increasing Delinquencies. An OCSE
initiative that shares best practices for reducing oriakliting
the accumulation of child support arrearages.

PDCA: P |
cycle.

an Do, Check, Act .

PDF: Position Description Form. A form that outlines the
primary duties and responsibilities, essential functions,
required skills and abilities of each DCS position.

PDO: Public Disclosure Officer. PD€review and process
public requests for DCS infornian.

PDP: Performance Development Plan.

PEP: Paternity Establishment Percentage. Measures the
percentage of children with paternity established among those
born to unmarried parents. One of five federal performance
measures.

POG: Priorities of Gwernment. A resultbased

prioritization of state activities focused on 10 key results
citizens expect from state government. The POG framework
guides budget decisions and is central to the GMAP process.

SAA: Self Assessment Audit. An annual federally mandated
audit of DCS program areas.

SAO: Washington State Auditords
regularly conducts fiancial, accountability and performance
audits of DCS.

SDU: State Disbursement UnifA federally mandated central
payment unitreated withirD C SGentral Serices Unit.

SEMS: DCS Support Enforcement Management System.
Refers to both the computerz®CS case management

D C Sefste hnd thé uhitthat sTPBILitY $hE8EMS unit also

supports other DCS® technol og
SEO: Support Enforcement Officer. A Dg8b

classification. SEOs perform case management, casepset

or Performance Analyst functions in the field or perform

special functions in the DCS Central Services Unit.

SET: Support Enforcement Techniciai DCS job
classification of paraprofessials who process payments, set
up cases, do locate work, and provide customer service
support for SEOs and COs, among other duties.

SFY: State Fiscal Year (JulyJune). Example: SFY 2009
ran from July 1, 2008 to June 30, 2009.

SL: Senior Leaders. Mmbers of the DCS Management Team
and the District Mangers.

SP: Strategic Plan.

Washington State Division of Child Support

2009 Washington State Quality Award (WSQA) Application



GLOSSARY OF TERMS AND ABBREVIATIONS

SPCT: Strategic Plan Core Team. A subset of the SPT to
whose mission is to organize and research SP development
issues.

SPP: Strategic Planning Process.

SPT: StrategicPlanning Team. Comprised of DCS LT and
selected staff.

SQ: SEMS Query. A DCS online, retime data mining
system for sampling or selecting case data based on chosen
criteria.

SSC: Statewide Safety Committee. An-going ESA
workgroup of which DC$s a member.

STRO: ESA State Tribal Relations office. STRO staff are
policy consultants and liaisons between DCS and the tribes.

SWOT: Strengths, Weaknesses, Opportunities and Threats
Analysis. A strategic planning and risk assessment tool.

T

TANF: Temporary Assistance to Needy Families. The
federally funded cash grant and employment assistance
program forlow or no incomdamilies

TC: Training Coordinator.

TRT: Tribal Relations Team. The DCS HQ unit that leads

DCS6 ef f or t services with oiles located ant e
Washington.
U

UIFSA: Uniform Interstate Family Support Act. A federal
law controllinghow state child support programs collect from
parents in other states. Its provisions are incorporated into
Washingtorlaw as RCW 26.21.

W
WA: Washington State.

WAC: Washington Administrative Code. The codification of
general and permanent rules published in the Washington
State Register by the executive departments and agencies of
the Washington State Government.

WAPA: Washington Association of Prosecuting Attorneys.
A non-partisan, nofprofit service organization dedicated to
the training and support of county prosecutors in Washington
State WAPA is akey DCS stakeholder.

WF: WorkFirst. Wa s hi n gt eragra® foahelgny s
TANF cash grant recipients find and keep jobs. WorkFirst
participation is normally a requirement for receiving TANF
cash benefits.

WICSEC: Western Interstate Child Support Enforcement
Council. A private, noiprofit organizatiorfocusing on
training and child support resources for child support
professionals in states west of the Mississippi River.

WSG: Washington State General.

SCSS:Washington State Child Support Schedule. The
guidelines that govern the calculation of adlsilpport
transfer payment.

WSSR: Washington State Support Registry. A federally
mandated central registry created witBirC SCentral
Services Unit by RCW 26.23.033.

Washington State Division of Child Support

2009 Washington State Quality Award (WSQA) Application



Washington State Governor

Christine Gregoire

Division of Child Support (DCS) Organizational Chart
Updated October 2009
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P.1 Organizational Description Incoming mail is opened and scanned using rapid extraction
OPEX machinesMost DCS Forms are generated with a case
P.1a(1) All parents have the privilege and responsibility of specific barcode Jet Forms. Once scanned, Jet Form images
supporting their minor childrerhe Division of Child Support are automatically sent to the
(DCS) isan executive branch agencyWhshington (WA)State Route Box. NorJet Form documents are manudltiglexed or
government authorizet provide child support services to identified Documents that do natclude a case number
custodial parents or caregivers (CP), wooistodial (NCP) identifierar e moved to a fAPass Ono r
parents and other child support jurisdictions on behalf of thenindexedto a Route Box.

childrenby Title IV-D of the Social Security Act.
Child Support remittances are accepted from employers, banks,

DCS staff establish, adify and enforce child support and other jurisdictions, the federal government and NCPs. Payments
health insurance obligations on about 350,000 cases. Cases opgtay be by moey order, check, electronic or cash. NCRgm
when one of the following occura court order requires child pay by mail, electronicallyjthrough the internet or iperson.
support paymestthrough DCS children receive either

Temporary Assistance for Needy Famili@ANF) or certain Payments are electronically deposited into a bank account
types of Medicaid and at least one parent is absent from the  creditedto a DCSDebit Card which may be used at ATMs or

c hi | d §childrerame@aced in foster caranother child wherever VISA is acceptlor disbursed by checkPayments

support jurisdictiorrefers a case¢o DCSor customers apply for ~ must be disbursed withi#8 hoursof receipt.

DCSservices voluntarily If nolegal order of child support

exists when a case opens, DCS waitempt tcestablishone P.1a(2) Child support is an investment in children, fagsliand
communitiesDCS6  rtaoektablishenforceand distribute

Alegaldet er mi nati on of a chi | do #8nangial and medical sypportdor feagmentes families hewefitt e

the establishment of a child support ordé@vhen the parents of  children.Sugport payments are an income stream, enhancing

the child are married to eachet or the birth is within 300 family stability. While not directly connected small

days after the marriage terminatpaternity is presumed. DCS  percentage dDCS collections add to state revenues fieat
establishes paternity when a child enters the system with partially reimbursing WAor public assistance expended. Of the
paternityat issue Parents may complete a paternity affidavit. approximately $705 million in child support collected in state
Paternity is established upon filing thie document with the fiscal year (SFY 2008 $620million was distributed to families
Department of Health (DOHPCS mayalsorefercases to and about $85 moAndtherdbhld milliom fir et

county prosecuting attorneys for superior court action. Paternitywasf ¢ 0 s t ,@ameaningitieaidpublic assistana@s not used
is establisheavith the entry of a court judgmenSuperior court by CPS(TANF, Medicaid, etg b e ¢ a u sedfortstd getD C S 0
paternity judgmentare most ofteraccompanie by orders of child support into the hands of low income families.
child support.
DCSfocusesn performance resslthatsupport its mission,
Other cases come to DCS with paterilneadydetermined. visionand vales (MVV) (Figure P.11). DCSbcore
DCS then has the authority to establish an order of child supporeompetencieare outlined in Figure P-2. These core
administratively if jurisdictional criteria are met and no other competencies suppdt C SMVV .
order exists. When criteria aretmoet DCS refers the case to
anotherchild supporjurisdictionto do so The administrative Figure P.1-1_DCS Mission, Vision and Values
establishmenprocesss completed by DCS thouse but if Vision
there are objections which DCS cannot resolve, the support
order terms will be determined by the OffaeAdministrative o
Hearings (OAH). Mission

We provide exceptional shipgort services to improve the lives
The financial situations of CPs and NCPaynchange over time children, families and communities.
requiringchangsin the child support transfer payment. DCS
modifies orders in the same way it establishes them, through th

L . LT " Collaborati i
administrative processeferal to another jurisdictioor referral Corti at'OE _ :n?ovit'on EeSpeCt bl
to a county prosecuting attorney for superior coutbact Eon ||r|1uous eaming  Integnty ceountability
Xcellence

DCS enforces established orders. Methods include orders to

withhold income (OWIs) and national medical support notices P.1a(3) DCS employs approximatelyl 19staff (Figure P.13).
(NMSNs) sent t o anrmihgGRedssphamenp | dppeoximatelyrg% staff work in field officefFO). Therest
calls, orders to seize bank accounts, tax refund intercepts, non work atHeadquartersHQ) in Olympia. HQ houses Central

wage earner (NWER)ehicleseizures and referrals to Services SEMS, Community Relations, Field Operagpand
prosecuting attorneys for judicial enforcement (contempt of t he Dir e c CentralSsrviodd- 10pocteff.provide
court). Indirect collection processes include liensnsee payment processing, matocessing including imaging, case

suspension, passport revocation, credit bureau reporting and ~ setup and other support for the fiel SEMS ¢ 6% staff)
posting an NCP&ds photo on t hemplayeesetupyaonneas, cainie ans devetop hardware and
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software. Policy{ 3% staff provides policydevelopment,
legislative support, training and develogmn, special
collections and conference board services. Community
Relations (CRU)~ 1% staff)develops brochures and outreach
materials, handles escalating complaint calls and employer
outreach. Field Operatiolfs 1% staff)coordinates field

activitiesincluding thosbyot her HQ uni t s.

The

maintainsanintranet knowledge management site accessible by
all staffas well as partneiia state government. DC8sousesa
federalsystemallowing secure communication thi other I\A\D
agenciesDCS subscribes to proprietary databases that allow
users to search fareople or assendcontractswith agencies

to shard@nformation. All staff have access to the internet.
Directorés

office (< 1% staff)provides leadership and direction and houses DCSrecentlychanged the way cases are distribu@akes are

the Tribal Relations Team (TRT).

Figure P.1-2 Core Competencies
Core ‘

Description

Competencies

Information The Support Enforcement Management System
Technologyan¢ r ef er s both to DCSO pi
Case andtheinhouse IT teatiat supporis Havingnin-
Management | house IEtaff allows DCS to control aositeaintain
System a relatively fixed cost structuMS3aff are

immersed in the DCS culture and havgangn
stake in IT outcomes.

Establishment
andEnforcemen

The use of tools and techniques to ensure that n
collected is the link between an obligation and g
money into the pocketSR$ Enforcement occupie
significant portion of staff work and training time

constitutes the foundaé
Payment Efficient payment and document processing ens
Processing, famils in need get money in their hands quickly!
Distribution, an¢ Keeping these functiodmimse means that the
Document systems employed are integrated (designed, ma
Management | and improved) with the rest of the child support s

Figure P.1-3 Workforce Profile

Categories ‘ Number of Staff ‘

Child Support Enforcemen8(igport Enforceme

Officers and Technicians, and Clfioes) 896(80.1%)

Administrative Supportl{i,eash/mail processing

performance analysts, fiscal services, human 167(14.9%)
resources, and facilities)

Program Administrators 24(2.1%)
Director, Chiefs, and Managers 32(2.9%)
TOTAL 1119

Source: Aug200® HRMSreport

DCS believes that performance is a combination of ability and
motivation. Ability is addressed by the hiring process and
training programs. Motivation comes from several factors. DCS
has made a significant investment in linking performance to
mission. St# understand the impact their work and its results
has on the lives of children and familiea powerful motivating
force. DCS utilizes the formal Performance Development Plan
(PDP) procesand administrative policie® establish clear
expectations foall staff. DCSalsorecognizes outstanding work
in a AKudoso
formal recognition program. Finallf)pCS takes the results

assigedrandomly toFOsinstead obased omproximity to the
NCPG address. This impvement ensures appropriate and
consistent casstaffing levels without costly, time consuming
and potentially disruptive staff reallocations.

DCS operates from eleven primdogations: HQ and the ten
offices listed inFigure P.14.

Figure P.1-4 Field Offices

Field Offices Numperof FTEs N“E?;'C‘:sgse”
Seattle 108.5 50,101
Tacoma 98.6 45,191
Everett 118.3 48,174
Yakima 51.3 22,648
Spokane 98.1 41,824
Olympia 93.6 36,785
Wenatchee 32.7 13,517
Vancouver 88.2 38,042
Fife 83.0 36,535
Kennewick 37.6 16,716

Source: Aug20 DCS Fiscal FTE report and-EAPS caseload data.

P.1a(5) Federal and state laws control the scope and processes
of work. Title IV-D of the Social Security Act authorizes the

child support progranThe Code of Federal Regulations (CFR)
and other regulations published by the federal Office of Child
Support Enforcement (OCSE) set-IVprogram requirements.

DCSmaintains a Statel&h as required by federal regulation.
Required program elements areamporated into the Revised
Code of Washington(RCW), the WAashingtonAdministrative
Code (WAC) and DCS policy and procedure. The online
Handbook details policy, procedure, and guidaaod is
avalable to all staff and partners.

Audits are conducted taxsure compliance with legal and
performance redetements. Training, instructiomnd investment
in employee abilityarethe first line of quality assurance.
Internal audits aréhe secondine. The Management

s e onepagerantiraugha moee D &ceountability and Performance Statisti&MAPS) unit of

OSD conducs ongoing audits of cash transactions, performance

from employee surveys and charges each office and section to "eSults and system coding as well as the federally mandated Self

develop an action plan taldress any issues.

P.1la(4) DCS develops cutting edge work tools for staff. SEMS

AssessmenAudit (SAA). Compliance orthe SAAis a

prerequisite to maintaining federal funding. DCS conducts an
annualEnterpriseRisk Analysis SelEvaluation(ERASE)

is an online, real time, case and data management system. Dc3vhere facility security, cash handling, héedind safety,

imagesdocuments, correspondence, and payments. DCS

computer securitand other elements are reviewatt rated for
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risk and mitigation effortsT he St at e Audi t or ®PP OQfahizational CBaN€hyes

and the Internal Revieie Service (IRSre the third line. private chitl support businesses, but their scale is limiSne
tribes have I¥D programs but thescope of authoritys limited

P.1b(1) Theorganizational chart on pagé indicatesD C S 6 and based on tribal jurisdictiodurisdictional requirements

major work units, offices, and reporting relationstapsithe prevent DCS from competing for customers outsidestate.

reporting relationship wialthin the stateds Department of So
and Health Services (DSH&hd ESA. DCS is led by a Director P2a(2)DCS t ool box of <col | eadss on |
whoselLeadershipleam (T) is comprised of the six HQ Chiefs  restricted data from state partners, enforcement authoritshand

plus theChild Supportrunding Policy ManageExecutive free or minimal user fee scale gike strong competitive edge.
Assistant Tribal Relations Manager and the ten FO District

Managers (DMs)The LT directs staff in theompliance with Figure P.1-6 Key Stakeholder Requirements
law, policy and operations as well as implementation of the Key
strategic plan. The LT meets monthly. Stakeholders

Key Stakeholder Requirements

A Processes that make compliance with child sup
laws fast and easy

A Prompt and courteous customer service and a
a caseworker or to payment information

FOs are eacled byaDM. DMs aregranted a limited budget, a
full time equivalent (FTE) statillotmentand the latitudé¢o Employers
spend locallyDMs are appointing authoritieseaninghat they

have been delegated the authority to take personnel actions wit

respect to those employees assigned to E@ir A Prompt and accurate responses to réquests
Advocacy information

P.1b(2) Figure P.15lists DCS customers and their key Groups A Listen and respond adequately to policy or prog

requirements and expectations. BBCSpr i mary cust a gorgerns

CPs, NCPs and other child support agencies. A Responsiveness to constituent inquiries and co

Figure P.1-5 Key Customer Requirements A Fair and accurate establishment, enforcement &

Legislature modification of child support and health insuran

Cusr’[(c?r):\ers Key Requirements and Expectations obligations

A Financially responsible government programs
A Prompt collectiordatistribution of child support
A Prompt and courteous customer servizsaratces DCS6 success is dependent on t
to a caseworker or to case information

CPs A Fair and accurate establishment, enforcement ar (1) Performance MeasureDCS measures its success through
modification of child support and health insuranc a variety of performance measurdkefive federal
obligations performance measures (Figure-2)ithat determine how

A Maintenance of confidentiality much incentive funding DCS receivasd other measures
A Prompt and courteous customer service and cas that areémportant to oversight agencies (Figure-8)1
toa caseworker or to case information (2) Budget The primary driver for innovation and

NCPs A Fair and accurate establishment, enforcement ay collaboration is the overall WA economy. When tax
modification of child support and health insuranc revenues declinstate agency budgets are cut and DCS is
obligations o no exception. DCS operated under a hiring and equipment

A Maintenance of confidentiality purchasing freeze for most of SFY 09. DASFY10
A Timely referral procegs budgetis approximately % less than SFY09. DCS will

other Child A Prompt and courteous customer service and cas nheed to find i\wNayS to de_Il\r:efr services to customers neeml

Support specifiaccess to a caseworker or to case informg them more than ever with fewer resources.

Agencies | A Fair and accurate establishment, enforcemental  (3) Collaborationwith Key Partners Many statesocial service
modification of child support and health insurang agencies have customers in comm®cS is a part of the
obligations overall social service network. DSHS and ESA have

encouraged DC® employ an enterprise service delivery
Figure P.16 lists thekey stakeholders that share an interest in model that relies on collaboration to provide comprehensive
the delivery of child support services. services to ensure the best possible outcomes.
P.1b(3) FigureP.17 listsD C Skéy suppliers angartners (4) Technology.As DCSpart_ners and the public becomg more
their roles and how they interact with D@Sdeliverchild technologically capable it opens up many doorsévice
support services. DCS has at least one liaison dedi¢ateach delivery options, cost cutting measures and data sharing

partner whosgaskit is to develop and maintain relationships arrangements. DCS now uses data mining and sorting
over the long term. DCBwites partnergo engage in technology. DCS has also converted to a SharePoint

arrangements which are innovative and mutuallyeieial. intranet platform that providea basis for greater sharing of
data.

P.2a(1) DCS isessentiallythe only child support enforcement
agencyavailable to most people WashingtonThere are
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Figure P.1-7 Key Supplier and Partner Roles, Services Provided, and Key Communication Mechanisms

Key Suppliers and
Partners

Roles and Services Provided

Key Communication Mechanisms

Department of Social
and Health Services
(DSHS)

Provides leadership and direction

Chil dr endés Ardvdesroster tareaeferraddimtrib{gC A )
some foster carellectionmito a trust fund to benefit foster care childry
Health and Recovery Services Administration (HRSA) administers
program

Financial Sereic Admi ni stration (FSA)
management center and providdés-diy administrative support
Human Resources Division (HRD) provides oversight and manage
recruitment, hiring, position classification, admimdites/and labor
relations

Electronic data sharing, referrals, meetir]
fiscal documentspail, phone, fax, child
support payments

ESA Office of the
Assistant Secretary

Provideshdership and direction

Meetings.-mail, memos, shared web pagg
phone, fiscal documents

ESA Community
Services Division
(CSD)

Determines eligibility for many public assistance programs includin
Refers many new cases to DCS

LPAs, meetings, referrals, fax, fomadl, e
memos, data sharing;stationed SEOs

ESA Operations

EMAPS proes data management and analysis, research, risk man;
support, data integrity revéedgrant writing and management

Meetings, phonemail, memokr
coordination, HR forms, fiscal documents

Refer and receive cases referrals for action

Support Division (OS] 1 H.uman Res_ources.Offlce prowdes msngrces suppgr‘[ | contract quality control
1 Fiscal Services Office provides accounting, budgeting, and facilities
. 1 Provides services via contraguagéments, such as electronic data sh Contractual agreements, faxasijls, forms
Other WA Agencies X o : - . ) . o
interfaces, administrative hearings, legal support, and income withlf to @mmunicate about specific cases
1 As IVD grantor rpvides the majority of R@8ing Phone, faxes;mail forms, Action
1 Oversees DCS and other state/triDapidgranthrough federal legislati¢ Transmittals, policy interpretation respon
1 Provides guidance regarding child support rules and regulations | data IPUb“Catli:jnd Ieftterskormal audits,
: : conpliance and performance revitais,
OCSE | I\/bn!tors grangsdcoordinates-IvY programs. . attendance at DCS LT meetinisnaicand
1 Monitors and awards performance pased incentives regional conferendesmal dta reporting,
. Shares béspractices, tips and techniques grant monitorimewsletter, v Directors
1 Shares innovative approaches from other jurisdictions meetings/conferences, training confereng
1 County prosecutersiate superior court action to esftkshity, modify| phone, faxes:mails, forms and letters to
court ordered support obligations and enforce support orders when ommunite about specific cases, commg
administrative remed?es e_lre not effective or are not available use of SEMS, contractual agreements, re
Counties 1 County clerks transmit child supporttorxs local meetings, attendance at WAPA me
1 Countyaurt facilitators provide no or low cost grégandimg access to| liaison work BOlevel to develop or
the court system féerdls who do not have attorneys streamline processisld office liaisons ang
1 Superior court commissioners expedite the hearings prazessés 1V staff
1 Facilitate & policy implentation by counties . . -
WAPA p if ice in the iudicial adiudicati f child Meetings, phonemail, memos, training,
1 Promote uniform practice in the judicial adjudication of child suppol training conference, governfaiut
providing training and technical assistance to county prosecuting a|
1 Providesulturally relevant services to tribal children and families Phone, fax;mail, government to governm
Tribes 1 Some tribes have their own fed@and TANF programs relations,aordination WithRT Jiaison work a|

FOlevel to develop or streamline procesg

Hospitals, Midwives,
Birthing Centers

Offes unwed parerasiopportunity to sign paternity affidavits for newt

Contractual agreemeatgjoing traininogal
FOliaison visiteelephone calls

Banking Services

=

Processsdaily deposits of cash and other instruments
Distributes electronic payments to CPs and other entities
Provides VISA branded debit cards {(DC8<Card)

Contractual agreements, regular ghoag,
contact, online account aceessunfile
transfers

P.2a(3) OCSE is the repository for comparative data among theP.2b DCShas identified several kestrategicchallengeghat

statesandterritories All IV-D agenciesubmit data to OCSE

guarterly and annuallyThe primary source of national

comparative data on federal measures is Policy Studies Inc.
(PSI), a private company.

are associated with its orgaational sustainability

(1) BudgetConstraints When the economy is poor DCS has
more difficulty collecting child spport- a strategic

challengeUnemployment is higher and NCPs who might
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normally have funds to pay child support now struggle to  P.2c DCS has identified several key elements of its
keep themselves financially afloat. Declining tax revenues performance improvement system:
means reduced state agency budgets. For DCS this means

fewer staffand less equipment as well@alection (1) The DCS Logic Model (Figure P-8) depicts the DCS
challenges. work flow and the primary measures of success at each

) ] o level. It is key to performance improvement.
(2) Implementing Federal Requirements and Legislation

Legislation which requires an investment of DCS resources (2) The Strategic Planning Process (SPP) provides direction for

is common. Examples from the 2009 legislative session DCS. SPPriitiatives propagate commissioned workgrqups
include ficash medical, o a pr &hiGhysesaBusingss Brpcess pvalyaton (BRE) taad, y
request a&ash payment to offset the costs of a health checklist of all the factors that may affect a process, to
insurance premium and changes to the WA State Child ensure key areas are addressed. Once addipeed,
Support Schedule (WSCSS). Each will require SEMS improvements are systematically deployedpaécy
reprogramming, policy developmestakeholder review development, handbook updatestafftraining.
andall stafftraining. (3) TheEMAPSUnit provides research, analysis, audit and
(3) Human Resourceslt takesnine months for an SEO to dashboard views of data. The PAs translate EMAPS data
become minimally proficientWhen turnover occurs, that and statistics into concrete field strategies and tactics for
expertise cannot be replaced for aimost a full year. DCS line staff. Successfulsttegies and tactics asbared via
alsohas an aging staff profile and a fixed salary structure the GMAP process.

that is often not competitive with other debt colleciobs (1) pCS prioritizes about a third of IT projects using the SEMS
This means that quality hiring processes and staff retention Prioritization Proces€mployees make project suggestions

practices is critical. anytime to a central database. On a quarterly basis, SEMS
. . . hosts a statewide coménce call to disuss and rate the
DCShas identified several kestrategic advantageisat are suggestionsEach FO and H@ection has a representative.
associated with its organizational sustainahility Using a scoring matrix, each represenetcores each

idea.The scoring is tabulated with those ideas that rate best

(1) Administrative Process for Establishment and Erdarent ; N
moving to the top of the priority list.

DCS is able in many cases to establish, enforce and modify
child support orders without navigating the time consuming (5) The Performance Development (PDP) Process is a formal,
and costly superior court system. mandatory process where supervisors and staff meet to
di s c usMVVDkeyJérformance results expected, key
skills expected, training and development needs or
opportunities, needed or wanted orgatimaal support for

the next year. Additionally a staff performance and skills
assessment for the previous year is completed.

(2) Staff Training and Developmefitraining given to new
professional staff is a source of pridteconsists of three to
four months of classroom training supplemented with actual
casework. The SEO is gradually introduced to a full
casload within nine months. Job classeseive training
designed to promote upward mobility. HQ Policy designs (6) DCS empl oys a fAContinuous Le
training for each policy change and implements it in Vi brant Chil d (Fgurp pld)totaddresso g r a
conjunction with field and HQ training coordinators. training. Traifng and development begin the day an

employee starts work and is continually reinforced

throughout his or her career. HQ training unit in

conjunction with the FO trainers provide timely and

focused training that reinforces DG&S/V.

(3) Information Technology and Case Management System
DCS staff do not maintain paper case files. All of the hard
copy mail that comes to DCS is addresseal tentral
location for imagingensuring a standardized practice.

OPEX machines quickly perform many mail processing Figure P.1-8 DCS Logic Model

functions allowing DCS to redeploy staff to higher level
and more satisfying tasks. Paperless fileEsmade Economic Vitality N B |

. . . . GOAL: Increase employment and self-sufficiency.

available tostaff immediaty regardless of location. _ _ )
OBJECTIVE: Enhance the economic security of children
. th h child rt enf t efforts.
(4) Performance ManagemenDCS has several electronic o that.. roian T o g
systems to track, monitor and direct support enforcement enforce orders. We can hep allcildren .,

e age oy who have support timate
activities and outcomes. AdditionallpCS has made an PERFORMANCE ordered T ...s0 that... intant
investment in Performance Analysts (PAs) whasssion a %olchidren | | pesrormos e receivefinancial | so that...
is to provide continuity in managing and deploying cctabished” | | o o of monthiy child | | pemrorsmnce Ghidren oan cour

H o t that MEASURES
resources that improves performance. a v/;tafccmes et e o Total e support both parents.
1 t ord % of collected PERFORMANCE
(5) Continuous Process Improveme@CS demonstrates a Supa | | recehingpayments | | o chid support R
. . . o % of non-
commitment to continuous process improvement. DCS el retained by the state custodial
reinvented the paternity establishment process in 1989 by Output omectvactmors Zﬁ;;?ﬁ e
introducing the paternity acknowledgement in partnership familes children
with DOH. The process was recognized by OCSE as a I Output e
national best practice. " oot
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Category 1: Leadership

1.1 Senior Leadership

1.1a(1) The DCSMVYV are established in theyear strategic
plaming proces§SFP). Led by the Drector, the Strategic
Planning Team (SPWhich includes all SLexamineghe
existing MVV to determine if thegtill capture the essence of
DCS &6 p ypnonptiessorgoing workand operational
environmentAlso considered isow DCSbenefits children and
familiesand how it fits into the larger poverty reduction arena.

Comments on the revised MVV draft are solicibeth

internally and externallyThe DMs for the FOs and MTof HQ
request feedback from aftaff. Key stakeholders and partners
also receive noticeith an opportunity to provide inpuBoth
in-persm and electronic means are uskdsponses are
compiledandbrought back to the SPT for deliberation and final
approval. The final MVV is then shared with all.

Themost recent SPRIVV discussioninitiated in2007, built
on the recommendations @aiVSQA Lite Assessment and
previous SP effortsncluded an effort tanore closelyalign
DCS with its parent organization, ES3ee kgure P.11 for
DCSd® cur rESAMVYV ME Nstedn Figure 1.21 to
show alignment

Figure 1.1-1 ESA Mission, Vision and Values
Vision ‘

Eliminate poverty and hunger and build stronger communi

Mission ‘

To help people build better lives

Values ‘

Provide quality services to our customers
Empower and supportstafi

Value our partners

Serve as good stewards

Pursue innovation to improve performance

E R

DCSpromotesSPimplementatiorconsistencypy incorporating
the Vision and Values into each goal aniiative. They serve
asa reminder to those assigned to ofieralize each initiative
andprovide an alignmenbaselinevhen measuring efficacy.

DCS6é MVV is posted to its
andkey stakeholderdt is sharedwith all staffvia DMs andMT
as wel as the DCS and ESA intran&tey stakeholders are
notified by mailor e-mail. Stakeholders are also notified in
person at meetings or conferendesaddition, all DCS staff are
expected to exemplify the MVV during interactions with
customers, staff, partners, stakeholders and suppliers.

DCSSLsvalue partners and suppliers and have specifically
creatediaisonpositionsto promote frequenppen and clear
communicatioras well as demonstrate DCS values. Blegt
regularly withpartner organization$SLs attendCS
conferencestrainngs andschedule FO visitt interact with
staff and to promote the ¢
values.The Drector leads HQuarterlyall staff meetings

SLs stress the sharing of DCS MVYV through interactions with
stakeholders, partners anastomers. For examplde
Director, Chief of Policy and liaison sta#ttendbi-monthly
Washington Association of
iBest PmeethdsDiscassians involve major polies

case, appellateand budget issues. As a result WAPA publishes

a Best Practice Manual fprosecuting attorneyacross the state

Pros

andDCS develops or changes policy to be consistent with these

practices. Thisiot onlyensureslignment of partney it
integrates the valuexf the other into the best practices of both.

DCS works closely with other partners and stakeholders,
includingtribes,county staffemployers, hospitals, OCSE, ESA
andCSD as well as supplierBCS SLsattendregularly
scheduledneetings with stakehdérs and customers such as

WA State Child Support Schedule (WSCSS) workgroup, Local

Planning Area (LPA) meetings and the Indiani&poAdvisory
Committee (IPAC)DCS staffregularlyattend community
events and/or perform outreach activities to entitiesgdbeve
customers or potential customeddl involved DCSstaff are
expected tpersonify the MVVnot onlyfor the mutual
organizational benefit¢he education and promotion of DCS
servicesbut to usdhe opportunity to instiiDCSvaluesinto the
work product ofpartners, stakeholders and suppliers.

DCS SLs are committed to making the MVV a reali8L.sare
expected to model DCS valuér example, all of the MT are
involved as category champions or project leaders fo2 @08
WSQA application.All SLs regularly conveyhe MVV message

during annual Performance Development Plan (PDP) meetings,

staff meetings, project workgroups, conferences and trainings.

Their availability andi o p e n aatessbility to all staff
through the intraet, email owia phone is evidence of their
personal commitment to the organizatidach MT member is
the lead for SP initiativei® their area of expertisend takes
responsibility for achieving a desired outcome.

In-person presentations anditiag by leadersvhen there has
been a significant change to laws or policisgnother waysLs
interact with line staff and listen to théiput andconcerns.

1.1a(2) Ethical kehavioris crucial to thedCS MVV. All DCS
staffadhere teseveral layersf administrative policyDSHS

i n (naintaEelicies fegagding vgrimiaspects of ptijcal pehyiore | o

These policies have sunset reviews and DCS participates in the

review process for renewing or updatimgaking comments
based on how well the policy has workadhe pastWhen

there are gaps in ethigablicy, DCS drafts i6 own
administrative policiesWritten by DCS Policy staff,
administrative policies are signeg the DirectorMeasuresLs
have implementedarelisted below. SLs are accountable for the
same policies and procedures.

1 Staffareformally reminded of ethical and confidentiality
standards annually through the use of the mandatory
electronich Empyle e Annual Rehe e w
Checklist is revewed by all stafannually.lt directs the
d enple 3‘) &[}eqlflc Ifs 6oge|y|%vq,q@lglstr%nngolfugsn
on IT urity, Whis eblow r &ponsibility,
Discrimination and Harassment Prevention, Ethical
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Conduct for Employees, Outside Employment, Records Sustainability is addressed by acquirmgting-edge technology

Reterion, DSHSNondisclosure of Confidential to increasefficiendes and leverage resourc&.s authorized
Information, Performance Expectations, and Safe Driving theinvestment imail processin@PEX machines for Central
in State Vehicles. ServicesPrior toOPEX, personndiandopenedmail and

1 Staff using SEMS areemindeddaily of theconfidential paymentenvelopesOriginally, OPEXoperedenvelopes and
nature of the information they deal with and the ethical use extracedthe contentsHowever, thenachinesvere chosen for
of the computer. their flexibility and continuous process improvement potential.

1 DCSstaff annuallyreview an IRS PowerPoint on Central Serviceasel the process improvement model (Figure
safeguarding information obtained from IRS, the 6.1-1) to update and reprogram OPEDo0daythe OFEX
confidential nature of the informatioand its ethical use. machines not only open, s@nd scan mail and payments but

1 Supervisors review confidentiality expectations with each also read and record payments. They even recognize foreign
staff person at the time of their annual PDPs payments so that the appropriate exchangeceatde applied.

1 All DCS attorneys takéwo hours of @ntinuing Legal As a result, payment processing efficiency has gone from 1.8
Educationcredit each year at a training conference, tailored days to less than omayand allowed approximately eight FTEs
specifically towards ethical issues common to DCS to redeploy into work requiring a greater degree of human
administrative hearings. judgment and mitigating any reduction in FTE allotments.

DCSis quick to actwhen ethical standardse violatedSLs It is estimated thadne thirdof DCS staff will retire in the next
were advisedh Sepember2008 thata databaseontaining five years a process hastened by a SFY 201(DSHS

personal information of neBCS customerbad beeraccessed voluntary separation program designed to reduce staff to meet
improperlyby DCSemployes. Access was immediately newreducedunding levels. DCS has a need to recruit and
restricted, Hectedcitizens were notifieédind a process retaina highly motivated workforce that is adaptive to remmic

improvement cycle initied SLscommissionea workgroup to and technological changes. The SP addresses this in several
studythis and othedatabases artdchnologicalvork-processes  ways. For example, gstematic exit and stay interviews

that DCS staffise An Information Sources Workgroup focusing on why staff choose to remain with DCS and why they

investigatedhotential isks and ways tanitigatethemwhile at choose to leavare an SP initiative. Currently in pilot stage in

the same time giving staff the proper tools to do their.jobs the Seattle FCthe learning will be incorporated into training

Recommendations of the group have been adopted to and a career development program.

proactively manage these resour&imultaneously, each DM

personally educated staff theethicaluse of toolsStaff now The value of Acont i nu@bddturelok ar n

acknowlelge in writing thathey understandppropriate identifying anddeveloping leadership #ls. DCS created a

database usage and the penalties foramwnplianceprior to developmental job assignment (DJ#& create a Staff

initial accessBi-annualrandom, statewide audits wile Developmentintranet site andddress other staff development

conductedDCS alsccreatedanelectronicaccess portahat needsDCS encourages and supports generous traamdg

tracks usend will be parbf the audit process. development opportunitieszocusing odeadership training,
sone of the course offerings include

DCS voluntarily request-O audits whenever a DM changes. 1 Leadership AcademyCascade Executive Program (part of

Change of Aministratorauditsareconducted by DSH® the Evans School at the University of Washington)

ensureunbiased reviewsThese audits focus ohanding of 1 Leadeship, Coaching for Performanead Managing

negotiable instrumentssa and secusitof the purchaseredit Chang courses

card, ersonml informationand policy compliance, employee 1 Leadership Academy offered by the WashingtorneSta

travel, myroll certification processes, disbursements processes, Department of Personn@OP)

telecommunication chargesnd accountabilityF-ive suchaudits 1 ESA Supervisor Academffor line supervisors and those

wereperformedrom 20062009 (Figure7.6-16). DCS who aspire to be)

complees corrective action plans as necessaaringthe 1 ESA Leadership Acaden{gecond linedaders or those

results with all DMs to proactively correct any similar issues. who aspire to be)

1.1a(3) Sustainability begins wh the creation of valu®&CS6 Other examples advailableleadershippportunities aregb

core service delivery products improve thes$ of families and shadowing mentoring Srengths Finder 2,0_eadership
children.SLs ensure sustainability luging the SP as a roadmap Challenge LPI 3606degreesvaluationand the Washington State
to guide future action. The dadershipSpaakans Seri@nupling bighahlibér classreom a n d
Trendso and LBOummge Atct amwd t Or s activities gith ipractical chéindsh &issignments and mentoring

SP identify implementation trends, directions andgible opportunities, DCS is develam leaders that will ensure a

issues that may impact DCS service delivery. continuity of philosophy and excellence.

Continuous process improvement is a DCS strategic advantageDJAs and temporary jolssignmergareavailable to all staff

that is used as leveragertmnageemerging trendsAdequate A DJA allows an employee to work ocof-class developing
funding has been an issue siticefederalDeficit Reduction skills and broadening their network of contacthe DJA can
Act of 2005andDCS has implemented improvement strategies take place outside of DO€&at. 5.1b(4))The Executive

to mitigate. Assistantto the Director is an exampl&he incumbent is on a

DJA to OCSE allowin@gnother staffea chance to learn and
contribute at a higher level. Opportunities are consciously

Washington State Division of Child Support -2- 2009 Washington State Quality Award (WSQA) Application



granted. In thease of the Executive Assistant, DCS not only = TheDirector visis all FOsat leas@annually. In some instances,
builds internal capacity but places a DCS staffer within a partneit is simplyto engage staff. For instance,2@07, the Director
organization thus creating an opportunity to share knowledge paidunannounced visitto eachFO to meet oneon-one with all

and further integrate experiences for mutual benefit. staff, in their cubicles, preseng) ead with a letter of

appreciationOtherHQ SLsmakeit a habitto visit the FOsas
DCS Sls are members of natial, regional and local well, attendingall staff meetings, trainings or employee
associationallowing a larger perspective on child support recognition events

work. SLsare members of national groups gradticipate in
national and regionalonferences and seminars to enhance their The DCS LT hosts a quarterlkganded Quarterly

skills. TeleconferenceAll DCSsupervisors and program staff are
invited to attend part of the LT meeting via a conference call.

Looking ahead, DCSLshaveconvenedacomprehensive Items of interest typically focus on budgetary concerns,

wor k grD&€® pgf fit he F u ttheintegtation af e Xegishative essas, new policyand personnel updateEhe format

DCSwork systems (including innovation) into a fully provides a question and answer oppoity.

systematic service delivery model incorporating the MVV and

the lessons of the SP. Two-way communication betweeslsand staff is encouraged.

The Conversation Café debutedtze DCSTraining Conference

Performance results axeitical giventheir direct relationship to ~ in 2008.A facilitated round table focus growgtyle discussion
customer outcomes and to DCS fundiRgcognizinga series of ~ Provides SLs an opportunity to listen to the compiled thtaigh

fragmented processes faddressing and analyzitigose of staff focused around specific topics. Staff feedback about the
measuresSLs created théA position in 2005Each of the FOs ~ format was positiveandthe model is now used to solicit

and Central Servicesakieat least on®A. PAsgather, analyze information from staffvhen a survey is too limited he Staff

and present data and reportsrdperformance and Development Gordinatorused this technique #icit input
productivity. They also complete an annual performance from gaff. The learning gleaned was presented to LT, approved,

projection including an environmental and economic scan of thePresented to all supervisory staff and ultimatelyuded in the
year to comeSLsthendeterminedirection, emphasis pointsén  hew staff development website.
possible performance improvement ardd® role of the PAs is

updated annually and expansion of that role is a current SP SLs utilize an open door policy;reail and action planning
initiative. around theEmployee Satisfaction SurvggSS) (Cat. 5.1a(1))

to encourage communication.

DCS views nternal audit@isopportunities for learnings well ) o

as creating accountabilityn 2002 anEMAPS selfassessment Controversialdecisionsor those that may affect staff personally
audit (SAA) revealedproblems in meeting the fed criteriaon ~ @ré communicated in person unless there is a need for a
case closureSLés p|an included a full audit, gathering of data standardized, immediate distribution. In that céise news is

andcorrecton of cases closed in err@ases scheduledr postedortline to DCS News. Even when the initial news is
closure were also reviewetiraining was formally desfoped disseminated in person there is a follow up DCS News

and delivered at the DCS level but the process gave line announcement. When SLs determined that the Fife FO lease
supervisors and lead workers the tools necegegyovide ad would not be renewed after expiration, the Director announced
hoc or informal guidance to Staffussequenaudits shovthat this toFife staffin anall staff meetirg in order to allow for

case closure compliance improved significantly had questions and frank answers.

consistenty excee@dthe federal criterigFigure 7.610). ) o o o .
Routine decisions such as the finalization of an administrative

1.1h(1) Technology is a key taccuratejimmediateand policy or training schedules are announced on the DCS home
comprehensive communication to DCS staff frSkrs Upon page.

logi n each employeeds home page is the DCS intranet. It is
required readingSLsand program stafommunicate via SLs take an active and creative rolegward and recognition of
DCSNewsforum (Cat.5.1a(2). Thehomepage is used to staff. SLs in all locations have a standing agenda placeholder to

communicate technical issues, policy updates, performance  Present awards and recognitionsistaff meetings.
figures, job postings, training opportunitigayment processing

updates fron Central Serviceand staffii K d o Staff putis DCSdevelop and fund several formal anthformal .
solicited fordraftdocumentsind policy changedhehome recognition processg€at.5.1a(3)). SLs also make it a practice
page isa continuous work in progreﬁjditionsi deletions or to write appllcatDnS for national awards for IndIVIduaIS,

changes are made per programmatic needs and staff suggestiof§rkgroups and projectin September 2002 DCSCSD/WA
Coalition Against Domestic Violence collaboratiorowthe

The home page | i nkisichpravidgsh e D iPresEgousgGSE somgissiogers Award for Innovative
historical memosLT meeting minutes and apportunity to Partnership because of a SL generated application.

query the Director througanfi As k  Deanailiboxo

Answers to questions with statewide applicability arequhs SLssystematically disseminafe C Spérformance success in
The Directords page model s t [Reieving thdedenglgritesan All ptafigw thatPeJsat i on's
DCS strives for. national leaderasource of pride and ativation (Figure 7.14-

8)). EMAPS continuouslytracksDCS progress in meeting ¢h
Federal performance criter{€at.4.2a(1)). The information is
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shared with staff through theNs andPAs to sustain focus
PAsformulate plans for improvemebtised on whatas
worked in the past, the current economic environment, new
collection toolsandstaffing levels Thus SL communication
perpetuates the process improvement cycle.

1.1b(2) SLscreate a focus on actido attain objectives and
improve performance through continuous reinforcement of the
MVV and emphasis on completing SP initiatives. SP initiative
progress is tracked and available to all staff on the intranet.

SLsreview several performance databasemthly at LT
meetings EMAPS maintains a performance dashboard
indicating monthly progress on critical performance measures
including total collections, support distributed to families,
paternity establishment percentage, current support collection

percemage, percentage of cases with a payment to arrears and

costto-collections ratioEMAPS data is available at the state,
FO, unit and SEO level for most of these measures. LT also
reviews the biennidDSHSClient Survey, the biennial ESS,
progress towardtategic plan objectivefudget and
expenditure reporting aralidit data as well as informal data
generated by group discussions.

DCS is a vigilant about cost effectiveness, an important public
value.Each year the DCET evaluates how funds allocated to
DCS will be deployedDCS participates in monthfscal status
reviews where the statusits spending and retained support
collection targetss reviewed before the DSHS Secretary, the
ESA Assistant Secretary afidcal staff. DCS also maintains
fiscal controlby having the ESAChild Support Funding Policy
Managerasan SL and member of the MT and LUpdates of
spending patterns against budget allocations are reviaived
least monthly at MT and LT egtings Spendings segmented to
the FO or HQ section level and is viewable by all staff on a
financial dashboard. DMs control and monitor FO spending.

SLs strive to balance resource expenditures and collection results.

DCS stays within fiscal allotments by carefully ntoning
expenditures. DCS strives toward thet§Sp1costto-collections
ratio mirroring the federal measure.

SLs work to ensure DCS continues its efforts to be a more
transparent organization. As noted ahdYES shares and invites
comment on draft policwith customers, partners and
stakeholders. As an entity under scrutiny by the public and the
media, it is imperative that staff actions are guided by the MVV,
ethical and are procedurally correct. A recent exarisphénen

DCS began using Government Management and AccountabilitySLs recognized the need for aleapolicy to prohibit DCS staff

and Performance (GMAP) presentatiad T meetingsn 2005
to focus on performance anddol i gn wi t h
of performance managemefitie process went througeveral
process improvemeéeycles before DCS moved to a

from participating in the auction of property seized from an NCP

t ibne  Gopwyedeling@ent&sSpport.i S

DCS works undestrict public disclosure lawand policies due

performanceeview system in 2009. Rather than create detailedto the confidential nature of case information. IRS information

PowerPoint presentatig SLs view discusgnformation and
make assignments for further analydiiectly from the EMAPS
dashboardPerformanceaviews have proveto be more
interactive and thought provoking th&@MAPs.

The DCS Training Unit continuously develops atedivers
training to staff, in close cooperation with FO Training

is especially well safeguarded. Information sign out procedures,
dedicated lock boxes and paste shredding are requirddCS
has a central Public Disclosure Offig®DO)in HQ with PDOs
located in all the FOs.

Internalaudits fall within the scope of EMAPEMAPS staff
areOSDemployees fuded by DCSEMAPSembodiesa

Coordinators. Bs are committed to ensuring adequate time and commitment tadatadrivenorganizational learnindEMAPS
resources are provided for staff training and development. This completes an annual SAfigure 7.62-10). Themost recent

commitment ensures positive performance is achieved and
customes receive accurate, timely and fair service from DCS.

SLs commissioned the SEMSioritization Workgroupgeting
updates and traghkg progress (along with all staff) online. It
exemplifies a system that links input from the users of DCS
technology with omputer analysts and programmers. This
ensures alignment between technologg jperformance results.
A crosssectional workgroup analyzes and prioritizes system
enhancement requests from staff. Through testing and
development, ideas often lead to systefmagice mentthat help
staff accomplish worlknore efficiently and improvperformance.
This vetting and testing process also seeksipgdementation
feedback so adjustments can be made as necessary.

1.2 Governance and Societal Responsibilities

12a(l)The SP is
initiative completion is reviewerkgularlyat MT, LT and is
available to all staff on the intranet.

SAA found DCSin substantial compliance in all current federal
program areas.

DSHS completes voluntary Change of Administrator audits as
menti oned above. The State
an annual slate of audits involving accounligb{accounting,
cash handlingetc.), IT systems access and control and other
internal controls and security issues. The federal government
audits DCS handling of IRS information, IT systems
certification and security and data reliability. Audits are
welcome opportunities for learning and process improvement.
DCS dso conducts an annuahterpriseisk-assessment self
evaluationERASE).

1.2a(2) SLs, and by extension all DCS, arakaed based on
measures of key performance indicatdiise EMAPS
dashboard trackshild supporindicators fiscal staffusethe
financial dashboartb trackfiscal indicators and progress

D C S 0, agdwpiogtéssitgwvard o towant eompletion of the S&re available on the intranet.

Central Services tracks a wide range of imporfaotess
measures inchling referral, payment and mail processing. HQ
SLsare able to provide detailed explanations of the numbers
and other improcess measur@s LT Performance Reviews and
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in weekly fi ss u®issdor.madditian, 8Lg s wammand. Fdedback from customers about policy is also

are evaluated througltedf and customer survey$SLscomplete received via legislative inquiries, when senior leaders attend

a Baldrige leadership survey approximately annuahich regular advocate meetings afindm CRU.

provides a benchmark of how well SLs believe DCS is

performing in each of the Baldrige categories. It also provides aCritical Incident Reports aran online tool to report significant

basis for discussion about &Lpersonkeffectiveness. negative eventsCategories of critical eventsclude Threat to
EmployeesThreat to ClientsTheft, System or Databases

1.2b(1) Because ofhe potentially oppositionahature of DCS Reputation of DSH&nd Property / EquipmertEritical Incident

corecustomersit must balance theservice deliveryneeds At Reportsareshaedwith SLs and ESA allowingystemic
the individual level &ff aretrained in customer relations. monitoring ofrisk and ethical incidents throughate
Proactive prepationincludesnumber of classes offered to administration.

better prepare SEOSerbal Judaand Crucial Conversatiorsse

examples.Staff, who have the authority to personally resolve 1 2p(2) Ethical behavior is incorporated in DCS values and the
many if not most issueaddress and answer concerns SP.As describedibove inl.1a(2), DCS astquickly and
immediatelyand respectfullyAll offices phonesystems allow a  decisivelyto stop the inappropriate action, notify those who
customer to Speak to a person should the RSEO be Unava.”ablemay be impacted negative|y, take corrective action and then

Systems are in place in each FO to ensizssages are returned njtiate a process improvement effort to learn from the event
within 24 hoursand there is a press for escalating complaints

Individual customer processare discussedidetail in Cat. 3. DCS® core work is |legalionin nat
_ o . _ retained and accessible to staff is protected by clear, established
All DCS offices participate in a pap@fass, aluminum, and controls and procedures. Leaders at all levels are expected to

plasticsrecycling programAll offices purchag 100% recycled  model ethical behavior. If violations occur at any level in the
paper.DCS works with faCI'Ity staff to conserve electr|C|ty and organization, formal procedures are followed to corfeet t

other resourceCSparticipates in the Commute Trip behavior and apply appropriaterrectiveaction. Staff attend a
Reduction programgncourage carpooling and fleyschedules variety of mandatory trainings, including ethics, confidentiality
to reduce travel timeand the impact travelds on the and sexual harassment prevention. Annually, staff view and
environment and infitructure An administrative reassignment (re)certify their understanding of ethics and confidentiality
programoffer was extended to staifi 2009 Staff were offeed, standards. All DCS Supervisors take advanced classes in ethics
business needs permittingiransfer to an office more andfjust causé disciplinary practice so they recognize and
convenient to their homeaving them money and redugithe maintain an ethical environment and can respond appropriately
impact on the environme(figures 7.416 and7.6-18). Based should something occur. Supervisors also outline these

on the success of the first reassignment eféordther vill be expectations imnnual employee evaluations and at unit

offered in the second quarter of SFY 2010. meetinggo ensure understandingO Training Coordinators

. . ) ) have tracking systemse ensure requirements are nisate
Auditsas described in 1.1a(2) and 1.2adfe a valuable tool in  Ethics Board opinions, DSHS and DCS policies and messages
gaugingD C Spoogress and atusin meeting regulatory and from SLs help delineate ethical bounigarDCS works closely

legaland progranfFigure 1.21). DCS staff work with the with ESA fiscal staff to assure fiscal accountability for all
grantors and othexuthoritiesto correct any findings including contractors and vendors.

those relating to DCS6 county partner agenci es.

_ _ _ Examples of systems that ensure ethical behavior include:
DCS stakeholder linkages have resulted in a community focused ¢ Cameras to monitor cash handling security areas and cash

approach to the delivery of child support servi@ss consult handling controls and audits
with and involve customers, stakatiers andstaff when 1 ESA Leadership Academy (for second line or above leaders
developing policyOperational results and policy align because or those who aspire to be)
both formal rulemaking and informal policy development _ 1 Computer systems with password and tiou protections
processes are transparent and engage staff and stakeholder inpuly Computer screen tracking that allow a review of case
New collection tools, often derived through ipgldevelopment, actions taken and cases accessed by staff
support the work staff must do to achéestrong performance TfiConf |l i ctcasesareitransfernedetsandiher FO
results.The online DCS handbook is an example of how staff immediately upon discovery
are supported by ready access to policy guidance and 1 Case redistributions to other staff and the ability for others
instructions on how to take actions within the law and policy. to see all case records and actions

_ o _ 1 Supervisor spot audits and dual review of manual
When internal policy is to be developed, the assigned author application or the adjustments of funds @ses
sendghe proposed policy for review viareail for interested 1 New employee reference checksd orientation ethics
external customers, stakeholders and partnerslaagiaically training
posts to the DCS émepage for staff comment. Responses are g Multiple alternative avenues for customer feedback through
returred to the author for possible incorporation into the policy. leadworkers, supervisors, CRU and Conference Boards
If the policy topic has broad or significant customer or 1 Internal and external audits to ensure regulatory compliance
stakeholder impact, cross divisional workgroups and public and systemic datategrity

hearings are sometimes used to ensure full understanding of the § ERASE process and inventory controls

feedback. Oreimplementedall staff feedback is encouraged. 1 Grant (EMAPS), fiscal (OSD) and contract (OSD)
Staff may report directly to Policy or use their chain monitoring
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1.2c(1) The mission of DCS is iitself a strong statement of
soci al responsibility and
collection and distributiofunctions maket a premier anti
poverty programCost Avoidance, a measure of public
assistanceotu s ed because of DCS6
significanty to the social ordefFigure 7.36) .
core work, staff take itiative to support the community
through charitable givin§Figure 1.22). DCS has established a
fiDat abase of Good Workso to
valuable work its staff does in the community. These activities
are visibly supported by SLs ankosvcased on DCS News and
when SLs speak at all staff meetings.

DCS has an SP initiative to better serve NGPfocusing on
their individual needs. DCS has learned that it cannot
continually improve by direct collections alone. This itesas
added in reggnition that a successful person is more likely to
pay child support. Assisting NCPs with obtaining joblskind
employmenbr receiving treatment for mental illness or
substance abuse is a strategy borne outgtle of learning.

Figure 1.2-1 Key Processes, Measures, and Goals for Regulatory
and Legal Requirements

Agency/
Areas Processes Measures Goals
Group
State . - 0 adverse
Auditors External audit # Findings findings
T OCSE Annual IRS Safegug Pass/Fall Pass
> Audits
= q
> DCS Annual Int.ernal IR Pass/Falil Pass
5 Audit
£
S Annual Self .
E, DCS Assessment Reviey Pass/Fail Pass
ocse | Annual Data Reliabil b coeai|  pass
Audits
OCSE State Plan Approval Approved
plan
0 . Public Records Number_of No
X Public class actio .
K% Requests | - lawsuits
o awsuits
DSHS ERASE Annual 100%
DCS Critical Incident Monthly No et_hlcs
” Reports violations
'E Change of
L Administrator Audi . 0 adverse
DSHS when a FO has a # Rindings findings
change inN&s

A healthy, safe, self supporting NCP matly increases the

benefits an individual family bwtdds valugo society as well.

w alr2d(2) DGS supportgeyrammangiesas part of its striving to
B ey ond adodnBlish work goals. Its key commuegreflect the DCS

and ESA MVV.DCS focuses on children and families,
promotion of responsible parenting along with-seifficiency,
thealthy familiesamdsodialt serviceDlC8withthee c ogni z e
encouragement and direction of Siigports key communities
with current ad ongoing activities in a variety of ways.

Figure 1.2-2 Examples of Staff Community Activities

Puget Sound Bl ood Center

Harvest A Food Connection
Commi ssion of Hi sQuaeadhatlogaf f
school s A H o losted Gayk iCGd sf t- A
nat al Community Task For cgé
CSO Community Fairs A Y g
Job Fair A Heal th Fairs
CountyFood Bank A Domestic
Center A Wal k for Life

Relay for Lifei Outreach at Communityéda | t h  CI
Chelan & Douglas Counties Domestic Violence Sexual
As s aul t Cdumbia River C8Ooy Drive A Te
Child A Fri e naFsanoifl yYo ult f
Food Networ k A Sal vati of
Dr i vRig Brothers/Big Sisters

Outreach coordinators in F@sordinaé community activities

at reservations, schoolspspitalscommunity fairs, work

release facilities, prisons and many othdd€S coordinates

with domestic violence advocacy groups to review and update
DCS policiesand participates in fatality reviews itovestigate

the impacts of DCS (if any) on the death of a CP due to
domestic violenceDCS has established working relationships
with NCP advocacy groupBCS workswith Dispute

Resolution Centers making referrals pertaining to domestic
issues, especiallyisitation.DCS has been a key player in the
federally funded
information on how faittbased and community organizations

can work together to promote healthy marriages and responsible
Connect

fatherhoodDCS i s Ppraorjte cotf et
includes representatives froa@CSE DOC, Community
CollegesProsecuting AttorneysCSD, WorkSourcand
community advocacy groupBCS has a New Hire Liaison who
works with the business community promotidgC SMVV and
assistirg employers with child support compliance issues.

Category 2. Strategic Planning

2.1 Strategy Development

2.1a(1) The 20®-2013 SPP began with tipeevious SP
effort. DCS retained what worked includingpssfunctional
planning teamsa variety of information gathering methods:
staff and customer focus groups, customer sSungWoOT,
brainstormingand key stakeholder interviews.

This information was then
framework under which goals, objectives and initiatives were
developed. e SPwasreviewed in 2003 and 2005.

Under the leadership of a nddrector in 2006 MT

i ncorporated
create the 20082007 Performance Plan, focusing on the core
performance aspects of DCSH
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1 Providing quality services tGUSTOMERS
1 Appreciating and respectingTAFF

1 Valuing ourPARTNERS

1 Serving as goo&TEWARDS

In 2007, DCS began to focus on identifying anseseching
long-term goals. Figure 2:1 outlines the SPB#meline. The
result is the current DCZ092013SP. The 5year period
alignswith DSHS and ESASPcycles and mee®ffice of
Financial Managemen©FM) requirementsWhile the formal
plan is forfive years, part of th&PPlooks as far as 15 years
into the futureRegularly scheduled meetings provide DCS
opportunities taeview the plan witlall key stakeholderand
partners The frequency of theseestings depends on the
needs of the group; for examp[2CS meets with WAPA on a
bi-monthly basis. These naturally occurriryiew
opportunitieseffectively transfornthe SPinto a living
document that is constantly revised to meet current needs.

Figure 2.1-1 DCS Strategic Planning Process (SPP) and Timeline

Host Sessions with Staff ¥
on Potential Projects

¥ Review Draft Projects, Scope,
Importance, and Resource Needs

Develop Strategies, Projects, ¥
and Performance Measures

Prioritize Projects and Other Key
Business Outlined in Plan

Gather Current and Ongoing Activities, Introduce
Strategies & Projects, and Finalize MVV & Goals

Facilitate Agreements on
Plan Roll-Out

----% Finalize and
Communicate Plan

Environmental Scan, SWOT Analysis, Engage Staff
& Stakeholders, and Develop Goal Statements

Executive Direction, Staff ¢
Buy-Off, and Planning

Strategic
Planning
Activities

Deploy Strategic
Plan...

Oct Jun  Jul

Nov Dec Jan Feb Mar Apr

May

3 Prepare Budéet Requests

Budget
and Resource Needs

Related
Activities fFinalize Budget Allotments &

Finalize ESA |
lan ®

Plan ESA strategic Revisit MVV & Goals :
planning process ®  and Identify Projects ®

ESA
Activities

Deploy and
* monitor plans

The DCS Strategic Planning Team (SPT) consists of the DCS
LT and selected staff from the Field ad@ Units These
additional members, identified as emerging leaders in DCS LT
discussions, join €ore Team (SPCT) commissioned by the
SPT to focus specially on the planning procesSpecific

effortis madeto ensure all FOs and HQ sections are
representeddCS also selects an independent facilitator to
direct and focus the planning process. Thidifator is chosen
based on a weighted, objective matrix thatires factors

such as: childupportexperiencegovernmengxperience,
strategic planningnd eyerience wittBaldrige quality
principles.The independent facilitatdrelps identify potental

blind spots in the planning procesalso, SPCT works with

the facilitator in reviewing lessons learned from past SP
efforts, both successful and unsuccessful. This process helps
DCS replicate the positives and avoid the negatives.

The SFCT completes preliminary work by defining roles and
responsibilities of all participants. It creates a timeline to
establish accountability and a communications plan to ensure
employees are informed and updated as the process continues.
To perform aSSWOT aralysis, theSPCTgathes data from

multiple sources includinggmployee satisfaction surveys

(ESS) customerandkey stakeholder feedbacknd
independenassessments such as #®7WSQA Lite

feedback reportPreliminary work is completed prior to the

first SPT meeting.

The SH meets monthly throughout tlsé&x month process.

The first step is to review DCEVV. Becausef thestrong
emphasis on engaging employees, draft stattsaae then
taken back to staff, stakeholders and partferfeedback and
input before being finalized. Ond4VV are solidified, they

are posted on the wall as a constant visual reminder. These
become the foundation for tI&P. Strengths identified by the
SWOT analysis indiccedaad DCSO
strategic advantages. Weaknesses and opportuditiesfied

by the SWOT analysis beme strategic challengeghe

SWOT analysis is also used teweélop project proposals
Proposals are assessed using an objective scoring matrix with
weighted fators The matrixfavorsprojects that are aligned
with DCS® core per $SRgoamance go
The SPT uses these scoregpitioritize andsort projects into

three tiers:Tier 1 projects are priorities for whicksources

will be allocatedTier 2 projects are priorities which will be
completed with existing resourcasdTier 3 projects, while
important, can be put on hold if resources are not available.
Theseaction plans are grouped into overattategic

objectives, helping to define the oedl strategicstructure.

Throughouthe process, the SPutilizes supervisqrpeer
group,FO andkey stakeholder mdmgsas well agublic
focus groups to share informatitmensure each piece
resonatesThis processisoallows the opportunity for all staff
and partners talentify blind spotsSLs bring avariety of
viewpoints: IT, legal, customer service, process and data
management, researandmedia relationsSLs also belong to
state and national organizatiofiis diversity and breadtbf
perspectives assiBXCSin identifyingits blinds spots

As the SP process conclugdse SPT reevaluates the process

and documents lessons learned, both strengths and weaknesses
so that DCS can take the best of the experidaaen from it,
andapply that knowledge to future SP planning sessions.

2.1a(2) During the P, the SPT membeesngage clients,

staff and stakeholders to gather data for a SWOT analysis.
DSHSconducts client satisfaction surveys by mail and phone
every two yearsSurvey bpics include quality of services and
accessibility Based on the responses, SPT developed project
proposals to address identified weaknesses. Projects that
scored highly orthe matrix described above were

incorporated int&trategic Objective #1 which focuses on
client needs. DCS staff is surveyed every two years as part of
the DSHSESS. The SPT used this data to develpmposals

that were incorporated inttrategic Objedte #5 which

focuses on the workforce.

The AEnvironment al s&tonafthdSPons
examines economic conditions, demographics and social
trends, DCS caseload growth and composition, federal and
state legislative environment, litigation aimternal policy

direction, operating budget and constraints, key performance
results and trends, humaesources and staffing issues and

IT, as well as input from partners and stakeholders. The
ACurrenGoand Aotivitiesossect
in relation to the environment. These sections provide a
background for SPinitiative selection.

Washington State Division of Child Support
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Technology plays a major role in DCS strategic planning. For
example, Central Services studies emerging technological
advances and reviews trade publicas that are focused on
mail and payment processing innovations. They also review
industry studies to learn about new innovations and
benchmark$n mail and payment processirand make site

Vi si t s banking repteSedtatives and check vendor
Becausef this constant research, Central Services identifies
technological improvements that can increase DCS
efficiencies and cut costs.

As described aboy¢he background work generates a
brainstormed list of potential opportunities for improvement
that are initially reviewed, prioritized and selected setting off a
fast trackPlan, Do, Check, ActRDCA) cycle This includes

an analysis of whether DCS has theourcesindcapability to
reasonably gxect appropriate implementation.

2.1b(1) The DCS SRdentifies five key strategic objectives.
Each objective is broken down to several goals. There are
specific action plans applicable to each géajure 2.12
summarizes the action plans and identifies who has
responsibility over eaciWhile timetables for accomplishing
the plans have not been identified, supporting progeon a
schedule. For examplescommendations from the DCS of the
Future workgroup ardue to MT in February 2@ DCS also
recognizes that projects can grow in complexity, requiring
flexibility beyond prescribed timelineBor example, the
automated electronic referral process with the CSQ@ is a
ongoing, collaborativeproject to improvehe system.

2.1(2) DCS has a history of enhancing technology to
streamline processes and increase efficiencies. One of the
criteria used by SEMS in evaluating project proposals is the
effect a proposal may have on reducing costs. Central Services
continuouslyseeks new ways to automate mail and cash
processing procedures. Because of these actions, DCS puts
itself in the best position possible to operate in times of budget
reductionsthe loss of funds due to the DRA pass through
provisions and theurrent economic environmerithe
development of a new debt calculation program to
automatically and accurately compgtamplex calculations is
another example of DCS utilizing technology to address its
strategic challenges.

DCS leverageits strategic ITadvantage to address strategic
challenges. SEMS is the key organizational and process step
between the enactment of new legislation or policy and putting
tools in the hands of line staff. Additionally, technological
efficiencies are a key component ohtiauously improving

while reducing staff. IT savings can also partially mitigate the
loss of staff. In SFY 2010 SEMS is investing in data storage
hardware that is expected to save $500,000 to $1,000,000.
These funds may be fanabudgete st e
Developed in the context of the environmental scan, strategic
objectives allow significant room to develop innovative

service delivery models and products. The DCS of the Future
initiative (Goal 2, Strategy D) has the potential to drambyica
change the DCS footprint and change the ways DCS engages
with customers. Similarljthe objective to strengthen partner
and stakeholder relationships exemplifies a shift in philosophy

i from DCS as a collector to DCS as a partngh@anti
poverty novement.

The minimum nine month time commitment in training new
SEOs is d@ifficult challenge to address. Because DCS insists
upon welttrained staff, it is not acceptable to shorten the time.
It also takes time to learn the breadth of the SEOAsta

result, retaining fully trained staff becomes a necessity. DCS
has dedicated an FTE to staff development with the goal of
retenton and leadership developmenkptoring the

alternativeof caseload specialization may narrow the breadth
and reduce theme it takes to achieve proficiency

Throughthe SPPthelLT challenges itself to imagine how

DCS could look in 15 years. A result of that creative session is
Strategic Objective #5eek innovative ways to improve
operations and performang@eigure 2.12). DCS also looks at
innovation in technology to improve services to clients as
described irBtrategicObjective #1 Deliver clear and

accessible services adaptable to individumstomer needs and
circumstancegFigure 2.12). For example, CPs can request
mail notification when a child support payment is received.
NCPs and employers can submit payments through an online
application 24 hours a day, 7 days a we€ke needs of key
stakeholders are factored into the objective, weighted scoring

matrix desdbedin 2.1a(1)Two wor kgroups i n
the Futureo project, an actio
#2, are dedicated to increasi

partners and incorporating customer feedback

There are mansources of input into the SEP.1a(1)).
Stakeholders and partners are consultedufatly throughout

the processThe environmental scancorporates both long

and shorterm trends. The variety of input perspectives
ensures consideration of all time horizons and balance in terms
of meeting the needs of stakeholddtmally, theSPis a

living document, flexible enough to bend as conditions change
but rooted by the commitment of SL to the MVV.

2.2 Strategy Deployment

2.2a(1) DCSH k e y and lbngettdérm action plans are
detailed inFigure 21-2.

As a result of legislative decisions, there are three key planned
changes in theearfuture for DCS: changes to the license
suspension program, changes to how medical suppotevill
enforced in Washington State, and a revision to the child
support schedule.

There are two ways DCS becomes involved during the
legislative session. The first is to actively propose legislation.
Beginnindgnit March da¢h yeam BCS ddcides on legislative
proposals to move forward based on DSHS deadlines. In 2009,
for example, concept papers were due to the DSHS Secretary
for reviewin May. Initial concepts are weighed based on
criteria such as compliance with Federal policy or law or
fiscal, workload, ecammic, or political considerations. For
concepts that are adopted, DCS must prepare a legislative
packet containing a Statement of Need and Intent, a
Stakeholder Plan, and Draft Language. DCS drafts an initial

Washington State Division of Child Support -8-
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proposal and then sends it out for stakeholttersview. DCS SEMS have learned through IT module development and

schedules follow up meetings, either formal or informal implementation that it is better go get it right upon release

depending on the relationship with the particular stakeholder rather than releasing an incomplete or not thoroughly user

and on time constraints, to discuss proposals and gather tested product.

feedback. For example, DCS meets twice a year wghll

servicegepresentativeS he final packet is then submitted to 2.2a(2)Figure 2.21 outlines thddCS SPDeployment

the DSHS Secretary for approval. As the legislative session Process.Eachaction plan began on a Project Proposal Form

begins, DCS seeks sponsors to run the proposed bill in both during the SPPThis form, submitted by a sponsor, requires

the House and Senate concurrently while staying in contact direct linkage to the SP, a description of the major staps

with committee staffo address all concerns. expected results, definition of how success will besuesd,
and the estimated impact of the project. All proposals are

The other way DCS becomes involved during the legislative reviewed bythe MT and scored as describedGat.2.1a(1).

session is to review legislation proposed by otHeosicy staff
and theDirector study each bill proposed during the legislative Figure 2.2-1 Strategic Plan Deployment Process
session. Bills that may have an effect@@S are then

assigned to DCS Policy staff for further analysis to determine Feeigbac'f_f — LT Sljgcjl&ates

the possible impact on DCS and how DCS can best respond. reviewed develops

Policy staff must pay particular attention for any bills that may % by LT goals %

violate the DCS State MWD plan as violation of the plamould /

resul t in tféderalfurnings of DCS® ey Each goalis
liaisons & staff aszleg(rz‘lt?aodnto a

After a law change, the Policy Chief assigns a team for each T\ h

new bill. At a minimum, each team is comprised of a Policy L,-’ ‘

attorney or program manager, a techniegter, a trainemnd / DCS Seotn Chief

a SEMS representativ&he team meets to develppcedures Recommendation Strategic Plan creates

required by the new law, ensure that SEMS enhancements a s are deployed Deployment workgroup to

possible, write a new policgnd post a draft policy online for Process address goal

all staffto review and submit commenraft documents

posted online are immediately avaialatevery workstation

in real time.DCS also seeks input from stakeholders and the LT approves Workgroup
. . . . . recommendation devel
public by disseminating draft documnts through a public reco%?n%%%gtion
listserv.Whether incorporated or not, all comments receive a ﬁ\, Chief gives P
respose from PolicyThe draft policy is revised drthen findings & C/
submitted for final, sequential review By.s After approval, recommendation ™
the final policy is posted online, accessible to all staff. toLT

A traineros presence on the tgah.lidnsd ddickds inndntfhge. Th'clredt fidh " @

As a resulbf earlyinvolvement, the trainer hasmplete along with updates, @vailable for all staff to readThis page
understanding of how policy and procedures were developed. also ontains links to the OCSE, DSHBd ESA SBas well

The trainer also has the ability to plan and create training as the Governoros (POG)Rarremsi e s

throughout the process so that it is ready for staff when the , .

new policy takes effect. The goal is to provide training near \%VIr;ht:;iéizjsetc?i\t/gi ;I’Cspll?nstigge()tniﬂeov(fiﬁdaf[h:ascehpﬂlamn& The
the policyinp | e ment ati on dadntimeos o th ameeting S0 tlnesy stayiism?e. TBE® is reviewed at least every
six months, sooner if needed. While the SP is disseminated to
staff through the chain of command, it Isashared by the

DCS Director via DCS News.

Feedback from staff regarding policy is not limited to the draft
policy stage. The DCHandbook is maintained onlinEach
section has a link to a form staff may use to submit comments
or questions. DC8epends on this feedback from staff to help

determine thk effectiveness of new policy implementation. One effective deployment dfi¢ SPto staff is throughtheir

involvement in the action plans. Performance related plans are
relayed to the FOs byAs. Action planaitilize workgroups
comprised of a crossectin of job classes and offices
Workgroup darterstatements helpxplainthe scopeand

provide linkage tdhe SP.Other partners have liaisons who
initiate action plan deployment.

Feedback from staff also helps improve new programs. For
example, SEMS developed a new program designed to
compute complex debt calculations. To predareelease
scheduled in October 2008, SEMS solicited volunteers to beta
testthe progranprior to the fullpilot with the Seattle FO.
Because there were continued concerns over the program,
SEMS determined it was not ready for release and made
programmiig changes. SEMS conducted a second round of
testing and then ran a second pilgedback was positive.
SEMS released Debt Calc 2009 at the end of June 2009. While
an eight month delay in release appears negative, it was done
intentionally to ensure the stess of the prograr®CS and

TheDirector also uses the SP as a template to update the ESA
Assistant 8cretary This ensures that information is flowing
both up and down the chain of command.

DCS uses the PDCA process improvement cycle to ensure
sustainability of desired outcomes (Cat. 6.1a(1)).
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222B3)DCS6é annual budget
Figure 2.22. The budget contains specific allotments for SP
Initiatives. It is reviewed monthly at the MT and LT meetings
so that adjustments can be made as necessary. MT and LT
also monitor initiative progress and assess the risk of not
achieving des@d results. Resource-aflocation may be
necessary.

While creating the SP, the SPT udes Project Propad Form

to analyzeresource needsrior to approving the proposdl)

IT support2) edditional program resources or doll&sFTE
needsand 4) ag Legislative, WAC/RCWbr rule revisions

DCS MT takes a proactive approach in resource management.
For example, MT agrees to leave FTE vacancies so that funds
are available for future expenditures such as equipment. DCS
also actively seeki®deralgrantsfor projects(Figure4.2-2).
Whenlegislative mandatagquire program changeBCS

may askfor additional FTE resourcedDCS also conducts
monthly fiscal reviews at LT and MT meetings.

2.2a(4) DCS acts quickly to establish and deploy modified
actionplans. One exampis the improper use of a database
that was discussed earlier @atl.1a@). DCS took immediate
action to temporarily halt use of the database, gathered and
assessed data, modified procedures and then trained staff.
Consistent with Sttagic Objective #4 (fostering and
sustaining an ethical culture), DCS also set up a system for
ongoing audits and seffonitoring.

The DCS of the Future workgroup, commissioned as part of
Strategic Objective #2, is tasked with exploring how DCS will
operde in the future. The workgroup initially developed a
steering committee and built three syioups to handle

separate initiatives. However, the sgtoups reported back

that the initiatives were intaelated and the groups could not
work independentlyThe workgroup reevaluated its

framework, and developed a new model with two distinct
design teams (Operational Excellence and Service Excellence)
whose initiatives were not inteelated.

Both examples show how DCS has established a culture where
self-evaluation is imperative and encouraged. Finding blind
spots and acknowledging problems early in the process allows
DCS to selcorrect and more effectively utilize resources.

2.2a(5) Strategic Objective #5 is devoted to developing the
workforce for the future. DCS is preparing for future change
by exploring telecommuting and how tB&S of the Future
will be organizedThis objective addresses the strategic
challenges of budgebastrants, an aging work forcand the
time it takes to train new staffOnearea being considered,
caseload specializatiowould reduceof the breadth of
knowledge required GBEOs, reducing training time.

Figure 2.2-2 DCS Annual Budget Allotment Process

al | ot meS3EMS ntiouously seeks ways douautbmatior tdashiine

daily tasksIncreased automation allows DCS to reallocate its
workforce in response to staffing reducsaiue to budget or
retirement.Technological advances also allow movement of
work as opposed to employe&ar example, due to a shortage
of support staff in the Fif&O, DCS shifted the printing of
forms to the TacomBO, allowing the work to be completed
without reallocating employees to Fife

For complex action plans, DCS assembles workgroups and
teams using volunteers from all staff acroastiple job

classes and officeVirtual meeting software enables staff to
work on projects regardl ess
Because the diversity of analysis and ideas inherent with a
crosssection of staff leads to success, DCS is committed to
this model for current and future projects.

2.2a(6) The lead unit for each action plan is responsible for
monitoring progress. A key measurement for Strategic
Objective #1 is the feedback received fromabstomer

suvey conducted every two yeaschievements in Strategic
Objective #5 are measured B$Sconducted every two years.
As a whole, the SP creates an accessible agency with strong
stakeholder relationships and strong workforce dedicated to an
ethical culture and excellent performance. Sehattributes
allow DCS to perform well in the federal incentiveasures.
EMAPS maintains a performanaashboardhat is accessible
to all staff. I n addition t
in each measurement, the data can be drilled down to the
office, team and individual employee level. Employees can
see how their own work contributes to their team, which in
turn contributes to the office and agency.

(o]

2.2bD C S 6gets axe aligned with the five federal incentive
measuregFigure 4.12). Two goalsare set byYDFM: 1) total
IV-D child support collectednd 2) tild support retained by
the StateESA sets a third goél percent oNCPspaying
support DCS also has targets for each of the |¢62$ to
account for differences based on local economies.

FO PAs determine performance projections by reviewing the
historical performance of their respective offices and
completing a linear regression analysis. Linear regression
analysis provides an initial target that is then adjusted for
economic factors. Steat DCS HQ Field Operations review
global and national economic forecasts for indicators such as
the growth or reduction of: Gross Domestic Product,
employment rate, fuel costs, and the housing market. Local
factors that may affect individual offices aiso considered.

For example, severe flooding in Chehalis in 2007, negatively
i mpacted the Ol ympia FObs abi
summary report is then provided to PAs with a consistent
model for adjustments.

MARCH APRIL - MAY JUNE ONGOING EVALUATION
Funding Policy Manager works DCS FOs, HQ Units, DCS MT reviews DCS MT reviews Funding Policy Manager works with
with DCS MT to initiate/develop identify and, and approves budget monthly via DCS MT to evaluate prior year's
agree on standardized proce determine estimate budget requests . DCS Financial process, identify opportunities for
and system for prioritizing costs, and submit based on Dashboard and

requests based on DCS budget requests

mission, vision, values

standardized
process and
prioritization system

improvement, and make adjustments
as needed in next year's annual
allotment process

make adjustments to
the allotment as
needed

Washington State Division of Child Support
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Figure 2.1-2 DCS Strategic Plan
DCS GOALS

ACTION PLANS

STRATEGIC OBJECTIVE #1: DELIVER CLEAR AND ACCESSIBLE SERVICES ADAPTABLE TO INDIVIDUAL CUSTOMER NEEDS AND CIRCUMSTANCES

LEAD

Develop a comprehensive outreach strategy that will assist DCS in better serving

Field Operation
and CRU

Increase services adapted to indivi
customer needs and circumstance

Develop processes to more effectively solicit input from customers as a way to im
processes and products, including development of a DCS Customer Advisory Gr(

CRU

Enhance t o

delivery

DCS6é ability viodeBcp \dctinas intseyvice

Directo

Use technology and innovation to

Explore options available for NCPs to make child support payments using credit g

Central Service

increase payment points and payn

Explore alternate mechanisms for NCPs to make child support payments

Central Service

methods to make it easier to pay
support

Build a Tribal focus#ldSupportnternePortalServiceCSPIS§ite for electronic payme

Directo

STRATEGIC OBJECTIVE #2: SEEK INNOVATIVE WAYS TO IMPROVE OPERATIONS AND PERFORMANCE

Expand the scope of the work performed by the Performance Analysts

Field Operation

Enhance technology and tools to

Reduce undistributetlections and enhance systems that support this effort

Central Service

improve work efficiency

Apply for arrears stratification grant from OCSE and build systems to help staff fo

operation@rocess improvement an
innovation

with higher potential for successful collections EMAPS
Improve work_envwonmestasfbcan | Explore opportunities for service delivery enhancements through modern telepho
work more efficiently and communi CRU
) enhancements
more easily
Use data and information effectivel
Improve analysis and relevance of Implement the finding from the Bright Start Grant effort on a statewide basis EMAPS

Explore and enhance-wadek opportunities for staff, including remote access opport
SEMS in alternate work locations

Field Operation

Evaluate DCS® ogq

t he
coul

Examine
Futureo

case as

signment process
d ook I|ike

Field Operation

Seek innovative ways to improve
operations and performance

Evaluation @faseload Specialization Models

Field Operation

STRATEGIC OBJECTIVE #3: STRENGTHEN PARTNER AND STAKEHOLDER RELATIONSHIPS

Proactively engage partners and

all ethical and legal requirements

stakeholders to broaden awarenes| Initiate formal tribal outreach efforts Directo
achieve better results
Establish methods to identify other| Conduct a survey of who uses or wants t® wsdd\from DCS as a means to find ney

X > . : SEMS
potential partners and stakeholderg partners or strengthen relationships with current partners
STRATEGIC OBJECTIVE #4: FOSTER AND SUSTAIN A CULTURE THAT IS TRANSPARENT, ACCOUNTABLE, AND ETHICAL
Ensure key processes are complia| Review and enhatlceannual review process around required training and ethics a Policy Unit

including developing viable tracking and reporting systems to monitor progress

Explore offite or ot facilities of baghk processir{dsaster recovery planning). Study
evaluate options

Central Service

Develop sustainability practices

Publish a 2007 DE® c i a | Responsibility and Go
processes that help track and compile efforts and data around social responsibilit
future reports

Directo

STRATEGIC OBJECTIVE #5: RETAIN, RECRUIT, AND DEVELOP A HIGHLY MOTIVATED, ADAPTIVE, AND FORWARD-THINKING WORKFORCE

Engage in proactive approaches tg
competitive employer in order to at]
and retain a highly motivated workf

Development of Exit and Stay Interview process to learn from staff

FieldOperations

Devel op empl oyec¢€g

knowledge, skills, and abilities thro

. . L Conduct DCS Training Needs Assessment and Update of Statewide Training Pla| Policy Unit
timely and creative training and

professional development.

Prepare for workforamsition Develop and implement a comprehensive Succession Plan for DCS that includes Policy Unit

development program component
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Category 3: Customer and Market Focus

3.1 Customer Engagement 3.1a@) Key support mechanisnasedevelop@ fromcustomer
survey information, available technology, maintaininggming
3.1al)DCS06 core products and s e contact with gustemerdagvboataseciizem atgh\dsory groups,

regulated by federal and state la&®via(5)) Beyond the core regular at'gendar_wce at meetiragsd with other child support
services it must provide, DCS innovates within the parameters agencies including th.ose run by trib8same slupport.
allowed by statute and regulations to meeergirg customer mechaisms are requiredror example, DCS is required to

demands and save taxpayer dollars. Competitive, discretionary notify CPs of payments madThere is room, however, for
grants offered by the federal government provide an avenue forprocess improvementor exampleDCS nownotifies CPs with
DCS to test new ideas and innovate beyond the bounds of its @ monthly notice when payments have been received in that

regulationgFigure 4.22). Although regulations limit how month rather than after every payment, saving maitosts.

program dollars can be sge®CS listens to customers via Additionally, DCS has made recent paymeriesvableon-line
biennialsurveys, focugroups, public forumsg-mail, the for both CPs and NCPs, a customer convenieieS offers
internet staff commentsind direct contact to develogpw access or service optioas shown in Figure 3:1.

product offering. For exampleDCS utilized contacts made at

the EconomicService Advisory Committee (ESAC) comprise  Customer support requirements are determined by integrating

of community stakeholders and customer advocatesynduct requisite lawsprogram requirementsnd MVV with data from

a focus group of potential customéosdetermine the best way  surveys, advocate groups and formal and informal customer

to pass through TANF dollars tustomersCustomer focus feedback provided by dap-day front linestaff. One of the five

groupinput andother analysided SLs todetermine tht the goals in the B09-2013SPi s tkliwer dieBr and accessible

DCSCard was the besfpproach.The passhrough onto the services adapted to the individual customer needs and

DCSCardswas implemented in October 2008. circumstances. 0 The SP cont ai
address the needs of specific omsér groups including NCP

DCS markets its services via ntmaditional avenues food outreach, addresgjincarceratedCPs limited English

banks, marketing to food astnce clients at CSOs, radio proficiency (LEP) (NCPs, CPs), domestic violence victims

public service announcements$R) and media campaigns (NCPs,CPs) building atribal electronic payment portéTribal

using sports figure®CS is working to promote its application  IV-D) and enhancing paymeoptions Each customerrgup

for services in collaboration with CSD via a newlme DCS serves is unigue and it works to develop relationships that

application for benefits portal. are mutually beneficial

Figure 3.1-1 Customer Support Mechanisms

Mechanisms ‘ Target Audience Features
. General information, contaxt&sactive support schedule, payment portal (CSPIS), payment histg
Internet Site All P .
24/7, download forms / applications for service
Tribal Internet Site| Tribal \D Examples of model agreements and codes, Federal and State policies, Tribal news and links
Tribal Liaisons Tribal \D, NCP, CH Culturally appropriate service delivery to common cases
1800 KI DS I|ine, available 24/ 7, fiZero out
Telephone All
system, CRU
CSEMNt Other ND Electronic data sharing / communication
E-Mail Al Clients can sendmail via DCS internet site and SEOs can correspond. Care taken not to trans

personal information
Policy Liaison Other N\D One point of contact for questions and concerns

Resource Fairs NCP, CP, Employg Providing assistance to NCPs and to DCS staff endurow albtiut available resources

Office kPerson CP, NCP, Employg Make payments, personal contact
Out stationed SEO| CP, NCP One stop to access CSD / DCS

NCPs receive copies of all enforcement notices, billing statepagets fGRE get all establishment
Malings All noticesgd monthly disbursement notices

Inserts on various topics, including DV and EFT are regularly included in customer mailings
Plain talk principles incorporated, providing general information; distributed within each field o
agencies, community businesses and advocad

Brochures NCP, CP

Radio Public Seavif NCP, CP, Employg English and Spanish PSAs made available to over 150 radio stations
Announcements
In May 2008 Comcast broadcast an interview spot with DSHS SecretadMitiidnims/ainoddl at the

employer community. Puwéssaired throughout the greater Puget Sound are every day for two w

Television PSA Employers

Marketing Posters All Using high profile professional sports figures to reinforce the importance of CS and how to cof

Remote, alocation NCP Pilots aranderway providing SEOs live, remote SEMS access to help NCPs at Tribal offices, t
assistance Correctional Justice Center, and the King County Drug Court.
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In 2003 DCS universally depladcustomer service standards  WorkSource where career developmandl job search services

and practices. DCS Administrative Policy 1.09 outline could be accessed free of chargkat work is orgoing.

customer service goals, policy and st&ds @snmitment to DMs share local outreach and education information with other
provide ongoing customer service training. The policy was DMs at monthly meetings providing opportunities to nurture
updated and codified in the DCS Handbook in Aug0§i&2 and spread new ideas for additional customer seimitiatives.
TheHandbook provides clear expectations to all staff regarding DMs also report their local customer service informatioinT

the need to communicate in a courteous,aetpl and meetings. This giveSLs the opportunity to review local

professional manne€larifications are provided by Handbook initiatives to see whether they could be helpful in other regions
staff through email, DCSNew posti ngs and Dandtedeploy théistatewiddf appropriate An exampleof a

messages.raining is given to alhew employeedNew SEO program expasionas a result of this processout-stationed
staff receive trainingn an academygr oneon-onesetting and SEOs in CSD officeddaving seen success with singular co
refresher traimg is provided in all officesAll DCS staffare located employeeshé¢ Everett FOs currentlyout-stationing an
required to take Achieving Extraorairy Customer Service entire teamResultsof pilot are shared witlsLsto further
training. CRU staff receiveadditional conflict resolution evaluatehe feasibility effectivenessand effect on customer
training. Many other training opportunities are available service

including classes in Verbal Judo and Crucial Conversations.

DCSdevelops itsSPby incorporating information from liaisons,
DCS ensures customer support expectations and requirements cugomer surveys, and focus grou@sgure 2.21).
are deployed through mandatory training teeenployees.
Customer service expectations and compliance are reviewed 3.1b(1) Building strong relationships with customeusd
through the PDP process. Custorservice, communicatioand growingcustomer satisfaction and loyaltgn be challenging

tribal modules are included in the R(Enintranet training because many CPs and most NCPs enter the child support
guide)and all new employees and theimpervisorverify that enforcanent system involuntarily andayhave opposing

each topic has been reviewed amdlerstood by the new opinions of the same DCS action. DCS believes in treating all
employee. A Tribal Enforcement chapterd a Cistomer customers with dignity and resgt. A focus on the customer is
Service, Communicatiorend Public Relationshapterare explicit in theMVV and that intent and spirit transitionsdo

included inthe Handbook. Additional trainings amonference action orientation through SP initiatives which cascade to the
callsand inperson. Eacbffice has alraining Coordinator individual level in new employee training, mandatory training

(TC) responsible for verifying mandatory training attendance. and the PDP process. Customer &eris a ore class at the ESA
TC6s meet monthly to discuss leadershipaademies.i mpl ement ati on, i den

training needs or opportunities for improvement.
Recognizing that DCS6é customer

3.1a(3) DCS reviews its approach tmstomerservice deliery conflicting desires or interests, DCS strives to balance the needs
for efficacy. In July 200DCS initiated a survey asking of all parties by listening, reviewing and focusing on child
customers how DCS can best communicate with {lzEemsP support outcmes. Performance outcomes as described in Cat.
initiative. DCS also reviews new technology on an ongoing 4.1a(1) are important indicamof customerservice

basis to determine if better service delivery solutianms

availabl e. PEEitibs Descmigiidn -grne (PDBF3  DCS reinforces customer service expectations with staff through
contains thexpectatiorto integrae new research and mandatory customer service training. Additional customer
innovationinto existing processe®ne of theDCSvalues is related trainings such as RigltDisclosure, Rsponding to
innovation; thinking outside the bax encouraged and Domestic Violence an@rucial Conversationare available

supported. For examplthe innovative CSIPS sitdlows NCPs
and employers to make payments over the internet using a The DCS Tribal Relations Team (TRT) facilitate

linked bank account. This processvescustomers and DCS communication and providecustomer servid® all tribes
time and money including thosewith IV-D programsCurrently seven tribes

have comprehensive child suppo
DCS monitors customer service approaches in other states by mode and four other have expressed interest. The TRT provides
attending nonal andregional conferenceand participating in interested tribes with resources, guidance and support in a
crossprogram conference calls and workgroups. DCS also governmento-government context. FOs with tribal I

obtains information about other state programs via its Region programs neagpprovide dayto-day customer service.
OCSE partner/grantor.
Tribal cases are segmented within specialized tribal caseloads.

Most importantly, DCS listens to its staff. DCS employees FOs located near tribémve specializettibal teamsassigned to
providing dayto-day customer service are the most likely to tribal casesThese teams serve lagal expertdor this customer
notice trends or patterns of @maiction that affect the workine base Issues anddst practices are shargmally atmonthly
SEOs were the first to notice a significant number of new teleconferences betwe#me TRT and-O tribal liaisons and
unemployment claims in the fall of 2008. That information informally as questions or events arise.

sharing led to A assgnment to investigate what DCS could
do to mitigate or proactively manage the effects of a large scaleLocal offices are encouraged to develop outreach or educational
exodus from the unemployment roles as benefits were programs to improve customer service to #pelocal customer
exhausted. DCS developed a flier to help staff refer customers tgroupssuch as prisoners, teen paremtgeteransLocal tribal

teams attend cultural festivals to further edudageniselves
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about their customeind tribal employees are invited to attend
trainings at regional field offices to impre cooperation and
understanding between DCS and tribes.

FOshave developed inmate outreach programs to improve
services to incarcerated NCPs by helping them obtain

maintairs ongoing contacts and relationships with customer
advocates, citizen advisory groups, leaders of business and
professional organizations, legislators, other goremt
officials, tribal leaderard other &ild support agencies. Access
to service, speed, quality and cesfectiveness feedback is
shared at MT and LT meetings where SLs initiate process

modifications to support orders and increase their ability to meeimprovement efforts as necessary.

their obligations uporelease. Outreach dCP inmates has
helpedto avoid accruing excessive delthich hasmproved
DCS6 perf or mandabdonshimd cust ome

3.1b(2) DCS customers whenter the system through public
assistance amefined by law DCS focuses itpotential
custometeffortson parents who are naurrently on public
assistancéFigure 3.11). EMAPS research has shown that
regularchild support paymentend todivert CFs from costly
public assistance programB.CS focuses ostrengthening
relationsips with existing custometsy improving performance
measuresproviding selfhelp options on its KIDS system and
the internet andhaking staff available for any walk or phone
customer with or without an appointment.

CRU creates and distributes PSAmyeting specific customers
to explain changes and provide information regarding DCS
programs. PSAs are provided to newspapadio and
television stationand to the internet (Figure 31).

DCS assigns liaisons in HQ aRsto ensure stram
relationships with customerand to work with partners to
develop more effective ways to meet the needs of shared
customers. DCS liaisons worked with CSD and tlke¢evans
Administrationin 2008 to develop a joint letter of outreach to
veterans returning from agé dutywhich offered information
regarding DCS servicekiaisons with the county clerks
developed a pro se brochure to help people utilize the court
facilitator services maintai
liaisonswork with tribes and tribal cusiners

The 2007 legislative session directed DCS to convene a
workgmupt oexainine the current laws, administrative rules,
and practices regarding chil d
regularly and was comprised BCS, customers, legal
professionalendacademicsPublic forums were held and
public participation was encouraged. cBadings of meetings
were made available to tipeiblic and minués posted to a public
website. Solicitations from input were sought through public
testimony sessions at meetingslaia the websiteThe

wor kgroupds recommendati9ons
legislative session, arall recommendations that had obtained
group consensugere approved and became laimternet
meetings were held for all staff to review andgiice using the
new worksheetsThey were integrated into the administrative
child sypport establishment proceissOctober 2009.

we

DCS uses the same listening approaches for most customers.
However, some specific customer segments require special
approaches. Tribal customers are assigned to specific tribal

teams who are trained specifigaih governmento-

government relations and the nuances of dealing with specific
sovereign tribes. DCS also rec
Oof fice of I ndian Policy (0Ol P)
Office (STRO) which may not be specifically 4V related but

may have implications affecting child support. LEP customers
who may not speak or read English well are offered the
opportunity to provide information in their native language.
MEShirds BEOK fluent ahd certifisddrsother farigiiagee &s.well
as coltracting to provide services.

T

3.1b(3) Maintaining a customer focused workforce is integrated DCS employees also can direct current clients to these services

into DCS as Goal 1 of theP.  diiver clear and accessible
services adapted to individual customer needs and
circumstances. 0 DCS
and CPs$ow bestto communicate with therfFigures 3.13 and
3.1-4). This information will be incorporated into the
recommendations for Goal 1.

Figure 3.1-3 Top 3 Best Ways to Hear from Customers

Best Way ‘ All CP ‘ NCP ‘
Phone 18.3% 20.4% 16.1%
Mail 16.8% 18.8% 16.1%
Internet 15.8% 16.4% 13.4%
Total 50.9% 55.6% 45.5%

3.2 Voice of the Customer

3.2a(1) In addition to phone, mail, email, and in person visits,
DCS seeks customer input by inviting comments during policy
formulation and rulemaking processes, participating in child

support workgroups, conducting customer surveys, funding and

staffing a multibcetedcustomer relations unit (CRUDPCS

to assist them with entering or modifying child support orders
on their own. Througl® C Sodgoing relationship with theourt

c o MNGRscC t ¢adilitators, it patiallysolvesthe ne@dGod ddditi@rmlkdols ghd

resources to assist current and potential custorb&S
regularly educates facilitato(Bigure 3.21).

Although DCS does not havaie competitorsjt works closely
with partners to obtain actionable information and feedback
from former customers and potential customers on our services.
Forexample, DCS collaborates wittibies on a governmeto-
government basis to provide servitkat best meet the needs o
Native Americans. DC#itiated a pilot project in 2007 to
providealV-D IT system taheColville Tribe. Implemented in
2008 andperationalizd by contract in 2009, the collaboration
has provided a world class case management sySEMS)to
the Tribe, provides revenue to DCS and has solidified an
organizational relationship.

3.2a(3) DSHS Administrative Policy 8.1firovides guidance
resolve and respond to complaints. DiSestablished
additional policies to address issues specific to DCS

Washington State Division of Child Support
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DCS manages customer complaints throagbalating

supervisory leveld f

customer s

abC8 not

actionstheir concerns will baddressed by a leadorker,
supervisor, CSPM or DMCustomersnayalso contact CRUh
HQ. CRU staffwork in conjuncton with the FO and HQ staff
including SLsif necessaryto resolve complaints effectively.

CRU staff act asustomer ombudsmeRree interpretive

services

ar e

avail

abl e

for

More formal complaints from customers, their legislative or
legal representatives, are logged in a CRU database to track thelecisions by type of complaint in order to provide training to staff
resolution process. All letters written by CRitk imaged,

emails are archivednd phone @nversations are posted in

SEMSso if thecustomer contacts DCS with another concern,
employees can review past issues and provide consistent and

timely responsefFigures 3.22 and 3.23).

Figure 3.1-4 Respondents by Client Type

€50
54 (3%) _—

Bath
74 (3%)

MNCP
679(21%)

Did not answer
204 [10%)

Figure 1. Respondents by Client Type
Other
48 (2%)

cp
1,107 [51%)

Figure 3.2-1 Policy Tools and Resources

Tool ‘ Partners ‘ Availability/ access ‘

How to obtain or modi . Online, hard copy

Child Support Order ol DCS policy, distribution £Cs,
courthouse o

Your Own brochure, facilitators facilitators, local legal

DSHS 2p21 assistance groups
DCS policy,

Declaration Regarding courthouse

Publidssistance,
DRPSC 01.U0600

facilitators, Suprem
Court pattern form
committee

Online

Quick Help Guide for
Facilitators

DCS, facilitators

Online, laminate
distribution to
facilitators, local legal
assistance groups

Request fdncome
Information for Purpos
of Entering a Child
Support Order, DSHS

18701

DCS policy, staff,
and customers

Online, contacting D(

Since complaints are received from customers dealing with
highly emotional, sometimes volatile issues, trainingravided
for staff to help them communicate effectively in stressful
situations. Crucial Conversations, Seven Habits of Highly
Successful People, Domestic Violence, Suicide Awaremeds

Diversity training, in conjunction with ongoing training about
schahge & fawseadd pelicies, lensure employees are prepared to
address customer complaints, questions or concerns efficiently.

Another venue for resolving complaingsD C Segislatively
authorized Conference Board process. Any customer can request
an infomal meetingphone or in personyith a DCS attorney

and one or two experienced SEOs not associated with théocase

t hesadve theviskua hechtbtorméytissuespaevettkn decisignl wihishh .

can write off debts owed to tletate, resolve disputes of faatd
reverseor amend collection action€onference Board staff track

or to make suggestions for systemic change.

Figure 3.2-2 Who Contacts CRU

All Others CPs
25% 28%
Employers
20% NCPs

Figure 3.3-3 Response Times

Type of Maximum
Contact VP O CUSeniET Response time
DCS customer, DCS employg .
Phone Other agency, Employer 1 business day
E-mail DCS customer, DCS employg 2 business days
Other agency, Employer
Letter/ DCS customer, DCS employ¢ 4business days or |
Referral Other agency, Employer due date if earlier

3.2b(1) DCS has welkstablished ways of listening to the needs
and expectations of other child support agendreerstatevork-
groups and annual training conferences are two excellent vehicles
for this purposeEvery yeatthat budget permitCS sends staff

to training conferences sponsored by the National Child Support
Enforcement Association (NCSEA) and the Western Interstate
Child Support Enforcement Council (WICSE®@)tendees

prepare written reports and share what they learnedSiistwho
sharevia netmeeting, all staff meetings, presentations to

specific audiences, news articlesiC Sriiranet site.

DCSworks closely with OCSE to share ideas, issues, needs and
strategies of ther jurisdictions. Br exampleRegion XOCSE

hostsa annual IMD Di r ect or ®sectosamndf er enc
designees, including those from the regional tribaDV
agenciezome to the table with OCSE discuss issues

TRT, FO liaisons an®Ms provide formal satisfaction and
engagement information during DSH$erican IndiarPolicy
7.01consultationsoutreach and presentatioriBhe 7.01
consultativeprocessdesigned to plan and focus BS service
delivery to tribes is completed annualllyis an opportunity to

listen and cooperatively ensure comprehensive service provision
to tribes.Process reviews are conducteith OCSE, the other
jurisdictions and DCS to determine efficatyformaldatais
gathered on a cad®-case basis by the F@ilsons.

Washington State Division of Child Support
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DCS acquires information r eg &Rcdl)Matket segnsentareudsfined bydedesaband state lawsf a ¢
primarily through the biennidd SHSClient Survey. DSHS and most customers enter the system by operation of law
conducs statewide telephone interviewsth customers However DCSproactively reaches out fiotential customeris
identified via stratified random samplingespondentsateDCS the interest of preventing poverty and reducing reliance on

in areasincluding quality of services, staff performes, access  government public assistance progrgfigure 7.38). DCS

to services, claritpf program informationgustomer outstations staff at CSQOsibal facilities,non-profit groups,
involvementin service choice and deliveand coordination of prosecutors offices and most recently King County drug court to
servicesResultstabulated by customer segment (NCP or CP), provide information aboude r vi ces. An exampl €
indicate if DCS customers are also users of other DSHS servicegroactive antpoverty stance is the DCS outstation at the

and, perhaps most importantly incluclestomer comments in Crystal Judson Family Justice Center, a resoimcdomestic

their own words. Since the surveys are conducted by phone  violence victimsln some cases the financial opportunity DCS
LEP customers may be accommtehThe 2009 survey results  provides by establishgnand collecting child support is a critical

have been delivered to SLs and will begin anotband of piece of a vi tntotharsGhe satety risks are too a t
review foraprocess improvemeiat/cle great and DCS is netanted DCS provides the information and

lets customers or potential customers decide whether or not to
3.2b(2) DCS isessentiallythe only child support enforcement include DCS inleir postvictimization strategy.

agencyavailable to most people WashingtonThere are
private child support businesses, but their scale is limited. Some DCSwrites and updateall its brochuresnd formgo include
tribes have IVD programs but their scope of authority is limited i P | aaikdprin@iples. Plain Talk training was provided to staff

and based on tribal jurisdiction. throughout the state, anips have been shared with all staff on
DCS News. Brochures amdher publications are tested for

DCS obtains comparative data from other states and clarity, readability and the ability to convey the intended

jurisdictions informally by the attendanoéconferences, message witlcSD customergrior to final printing.DCS

participation in workgroups, training and direct contact. SEOs receivedaGo v e r n o r forsts Phain Aalkdnitiative.
regularly have contact with other states, especially the border

statesof Oregon and Idah@CSE provides training and Selection of potentiatustomer targeting is doty integrating
coordination of child support efforts and provides fordars local FO initiativesand DCSservice deliverygoals The flow of
discussion among states at the regional and national levels. Asinformation goes both up and down the chaircommand
described above DCS works closely with tribatMporograms combining local knowledge with a broader focus. DCS, and the
at the DSHS, ESA, DCS and local FO levels. rest of DSHS, is currently ingéigating access to DSHS

programs through a single IT platform placed on the desktops of
3.2b(3) DCS expects levels of satisfaction to decrease in times publically used computers or strategically placed kiosks.
of economiccrisis. Collections decrease as more people are
unemployed | eading to decr ea8.8cR) D8 usessh®aHStcustomer survey, must@nfes . NCP

incomes have been redug¢eataning DCS is taking a higher advocates and direct interaction with otherD\progams and
percentage of wages leaving less money to live on leadingto OCSE to identify and anticipate key customer requirements and
less satisfaction from NCPStress builds in the system. changes to those requiremer@hild support order modification

is an example. EMAPS research indicates that NCPs with
In addition to obtaining information about the dissatisfaction of appropriate transfer payments pay more consistently. Yet, when
customers througthe DSHSsurvey and daily interactien conditions change, a once appropriate order may now be too
extrapolated throughout the systebCS reeives feedback much. DCS has worked with WAPA tesign process changes
from legislatorsandthe ® v e r n o r daut pwlileimg ¢ e  ato streamline the modification proces§hose changes have
reportedby their constituents. Focus groups and public hearingsbeen referred for SEMS prioritization.
are also held to get input from customers about current

programs and changes expected due to changes inG&W\sb. DCS tracks demographic changes anddsdn conjunction

andthe HQPolicy Unit respond to those reports of with input from line stafto anticipate changing customer needs.
dissatisfadbn and address caspecific issuesirough the DCS maintains blingual staff and a statewide LEP coordinator
complaint /dspute procesmentioned abovdJpdated to focus on the needs of LEP customers and TRT and tribal
legislative requestsr rule makingnay be appropriateTheHQ liaisons focusing on tribal needs. DCS has statptbject to
Training Unit visits each field officer coordinates with local include collections by county and zip code to be able to examine
TCs toprovide training abut changes in law or policy collection trends at a very close level.

Regular meetings with tribal D programs at alDCSlevels 3.2¢(3) Customer segmentatid@ads tamproved outcomes.

provide opportunities for expression of dissatisfaction as well asParticular customers have particular needs. LEP, tribal and
resolution Liaisons bring case data and issues back to DMs whancarcerated NCPs are customer segments to which DCS
along with TRT are able to aggiag the data, spot trends and  markets services in order to improve performance outcomes and

deal with specific issues. TRWorks closelywith STRO and move closer to the achievement of the MVV. Incarcerated NCPs
OIP both for guidance and to provide information regarding lack income and are extremely unlikely to pay much child

levels, trends and comparative dissatisfaction. Issues requiring support meaning that arrears build up to seemingly

changes in policy or grilation are also ded to DCS SLs insurmountable levelsEMAPS and national research shows

who are able to address them or refer to STRO or OIP that high child support arrears are strongly correlated with lack

of future payments. NGPget discouraged and give up.
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DCS proactively address this situation by offenmgdification

of support orders, referrals to job training programs or possible
Conference Boards to charge off uncollectable tebiCPs
involved with the criminal justie system. [@S has expanded its
program with a King County partnéiip program sponsored by
OCSEfnProject Get Connectedo
agencies, advocacy groups, Fanofit organizations, OCSE,
prosecuting attorney staff, public defense attosreayd more.
Recognzing that the ability to pay child supportasfunction of

a broad set ahdividual circumstanceghe program attempts to
break down barriers tink all NCPs but specifically those with

criminal recordsto comprehensive resourdesding tahe
success of the whole persdaading in turn to not only the
payment of child support but to a productive and economically

secure mother or father i nvol
productive member of society.
s a consortium of state

3.2c(4) Approaches for customer listening are addressed in the
SPP.The SPT, working from the MVV, use the environmental
scan and information from past customer listening experiences
to develop initiatives. This processdigscribed in Ca®.

Category 4. Measurement, Analys

4.1 Measurement, Analysis, and Improvement of
Organizational Performance

The Office of Management and Budget (OMB) rated OCSE in
2003 a<ffective- the highest rating a program can achieve,
which means that get ambitiougyoals, achieved resuland is
deemed to be wethanagedIt was the only mandatory/
entitlement progrargiven aneffectiverating. OCSE always has
had a performanebased budget. 1h975,0CSEbegan paying
incentives to states to improve collectiolms1998, federal law
changed to tie incentive payments to five performance
measures, which meant staleglto usecomparable data
systemsanddat@ CSE audits each st at
and datdoward that endBecause incentive payments are a
major source of fundind)CSfocuses its operations asdP
efforts to maximize the incentives it earfrigure7.3-1).

4.1a(1) Figure 4.11 shows how DCS selects, collects, aligns
and integrates data for successful implementation of action
plans and achievement of godCSE evaluates states by
measures that further the goals of32 DCSvolunteered to
provide input into the design and reporting of the measures,
which are used to award fi
performance on five measures with a sixth measormedical
enforcemento be addedFigures4.1-2; 7.1-4 to 7.115). OCSE
benchmarkstte measures with federal audits verifying the
underlying data are accurate, reliataied complete at a 95%
level. OCSEuseschild supportcollectionsin calculating the
incentives. OCSE appliegeightsto current, former, and never
public assistanceollections (Figure 7-1 for collection history

and projections). Becausarcent assistance cases have the
lowest collectionsDCSE giveghem the greatest weight to
underscore the difficulty involved in successful collections.
While DCShas a tight focus on the federal measures, it looks at
otherperformance indicators, including short term financial
measures such as child support collections, distributed
collections and long term financial measures such as incentives
earnedfo maintainan organizational balan¢Eigure4.1-3).

DCS aligns its goals with state sslifficiency goalswhich is
appropriate because twibirds ofits caseload is made up of
families currently or formerly on assistan@gstribution

changes have resultedrimore child support distributed directly
to these families rather than retained by the government to offs
assistance costs (Figure -2 Tor distributed collections; Figure
7.1-3 for retained support and the public assistance caseload).

n afi

iIs and Knowledge Management

Regular child supprt helps families increase their financial
independence, and leads to less reliance on public assistance,
lowering the cost of public assistance. In SFY07, child support
saved taxpayers $114 million aost avoidancéFigure7.3-6).

4 N

Strategic Bi-Annual Strategic
Planning 4 plan Review
h 4
Key Performance Measures, P
) Goals and Initiatives s ystems
4
SEMS
Data Collection
\ 4
E-MAPS Data DCS Performance Website ‘
Warehouse
Web Presentation DCS Dashboards
\ \
Leadership HQ & Field Researchers
Teams n (¢ Offices Ve eld onh|stat
Feds, . Budget,
State Tribes Legislators,
Gowt, etc. ‘ etc.
[
\ 4
Performance
Reviews 4—‘
By
Best Practices
Shared <4Yes —No»
Statewide

)

E.g., Workgroups, PA Action Plans

-

Washington renews its Priorities of Government (F@Gery

two years. The POG process is a framework to help choose what
state services best achieve expected results and guides the
Governord budget prCspentfiaslits t o

0s
key indicators of succe#s this exercise, which includederal
and state measures and those initiated by OG8.POG
easures are: 1) PEP)tal Child Support Collections 3)
etained Collections 4) Distributed Collecticared 5) Number
of Paternity Affidavits Filed withDOH. DCS updates these
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measures quarterlsLs make budget decisions from this

information.

Figure 4.1-2 Federal Performance Measures
Definition ‘

Key Measure

Ratio of children with paternity established d\

Paternity FFY to number of children born to unwed par

establishment during the preceding FFY, sometimes resultir

(PEP) in MD ratios exceeding 100% (assumes 1 year to e

caseload paternity). Paternity must be established Héfg
support can be ordered.

Order Percent of cases in which a financial order of

establishment

support has been entered

Current support
collection

Percent of support collected when due

Arrears collection

Percent of cases in which a payméredras
collected on past due support (arrears) during

Cost effectivenesy
ratio

Total child support distributed for each dollar

Figure 4.1-3 Key Performance Indicators

Key Measures

Frequency Definition

Child Support Collectibns| Monthly Gross $eceived + projec
Distributed Collectitgns Monthly $ to families + projected
Retained Collectitihs Monthly $ kept by state + project
Program Expendittites Monthly $ spent + projected
Incentives Earrigd Annually $ earned + projected
Awardsin Grantg Annually | $in grants + $ projected
FTEs (Staff) Monthly Allotted; actual + project

Federal Incentive Measur:
1. Paternity Establishment
2. Order Establishment

3. Current Support Collect
4. Arrears Paying Cases
5. Cost Effectiveness

Monthly/

Quarterly
(cost
effectivenesg

See Figure 42for
definitions of measures

Medical Enforcement Monthly Medical support ordered
Federal Self Assessment | Annually Measures of compliance
Score with federal standards
Data Reliability Audit Annually Measuresf compliance
with federal audit standg
IRS Safeguard Review | Annually Measures of compliance
with IRS standard
Paternity Affidavits Filed | Monthly # affidavits filed with DO
Cost Avoidarte Quarterly | $ saved in public
assistance through chil
support; medical covera|
FTE Usage Monthly Measure of retention
Employee Feedback Periodically| Survey;-enail; workgroup
Employee evaluations Monthly Measure of performance
(PDPs) completed timely expectations set prior y€
Client Feedback Periodically| Survey;-enail; workgroup

Note: Shaded indicators are in the POG (Priorities of Government).
** indicatesKey Financial Measures

Data collection is through the interactiSEMS SEMS
programmersend monthly files to BAPS, where heyare

stored in its Data Warehouse and automatically feed into data
marts and analysieady tables. These tables automatically
refresh the Performance website and Data Dashboards that
display pointandclick reports Userscan drill downfrom state
leve to SEO levelatg as well ago specialized information
including tribal caseload$igures 4.14 and 7.116). The
warehouse contains data since1998, facilitattiegd analyses
upon which decisions can be mati¢hen budget decision
packages are prepared for resource allocation, they ingkei
analysis.When proposals for changes in operations are made to
MT, they must contaihard evidencelnnovative solutions from
projectsmustdemonstrate evidence of eftivenessising data

Expanding genetic testing to all birthing hospitals instead of
confining it to grarffunded Bright Start hospitals is an apt
example. Thevaluatormade the case using evidence from the
g r a Buccéssn resolving paternity in aan-judicial setting
Genetic testingn the child support program can only be paid
through federal funding if it is through the judicial establishment
of paternity Because OCSE grants allow states to experiment,
Bright Start offered genetic testing outsithe judicial process.
When the grant ended, DCS was not allowed to use regular
funding for nonrjudicial genetic testing. Because OCSE views
thisinnovation as a bekthrough change, it is allowing DCS to
use incentive funds to continue this work.

4.1a(2) OCSE and the state budget office select most of the key
comparative datdDCS compares itgerformanceo other states

in RegionX (Washington, Oregon, Idahand Alaska), to states
with similar socioeconomic conditiorend to the national
figures(Figures 7.120- 7.1-23). DCS uses these comparisons

to determine ithe organization iachievingits potential. When
DCS identifies another state performing well in a specific area,
further communication is made to see if they will share best
practices National and regional conferences allow for an
interchange of ideas between states. DCS schedules regular

training conferences as a way
Figure 4.1-4 Screenshot of DCS Performance Dashboard Drilling
Down to the Individual SEO Performance

o |

Division of Child Support - Dashboard

ESA

Federal Heasures | Retained Support | Total Collections

% NCPs Paying | Caseload Demographics | National Comparison | Tribal Caseload

Overview | Cases Paying Toward Arrears | Collection on Current | Paternity Establishment | Orders Established | FFY Data

st
0
0%
0%
%
%
0%

Year to Year Comparison
Sep-

Sep Oct Nov Dec2006 Feb Mor Age My o kA S49.

| Collections on Current Support |

55

o
Sap. Oot Nay Dec2004 Feb Mar #pr Moy Jin 34 Aug Sep

%
Sep Oct Now Dec 2006 Feb Mar fgr My Jn i Aog Se5.

DCSaddsmeasures to track the effectiveness of initiatives or
pilot projects. For exampl&®CS useshe measurépaternity
affidavits filedb to support operational and strategic decision
making. DCS musegstablish paternity for ehild born out of
wedlockbefore it can establish financial and medical
obligations.There are two way®r DCSto legally establish
paternity: 1) through a prosecuteho obtains a judgment in
superiorcourt or 2) by uwed parents who voluntasilsign a
paternity affidavit.The affidavit allows DCS to establistchild
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supportobligation within 90 days ateestimatedost of $200
comparedo 365 days andn estimated cost &f1,350if
established in courEach year DCS saves taxpayers more than
$13 million using the paternity affidavit. From 2003 to 2008,
paternity affidavitdiled have more than tripled while judicial
paternity establishments have remained flatmonstrating a
shift in how paternitys established (Figurg5-5). DCS created
and refinedhis programOCSElaterrecognizedt as a best
practice and in 1998 was enacted into federal law because of
its ability to increase paternity establishments @afftctivdy.

The example above illustrates how DCS effectively quantifies
theresults of pilot projects in a compelling walhisnot only
supports its operational and strategic decisiaking, but also
has affected innovation at the national level.

Throughout DCSfrom the Drector to the line worker, there is a
focuson improvng performance. TheiBector monitors
performance monthly through a personalized data dashboard
with early release dat&Lsdiscuskey performancendicators
monthly inMT and LT settings(Figure4.1-3). Workgroups map
processes to pinpoint opportungifor streamlining operations
and complete 8PEtool to help focus their efforts. This tool
requires a comprehensive review of resources, union issues,
legal and policy issues, technical feasibility, impacts on
customers, cost sangs, effect on performae and site location.

ThePAs in eaclFO andHQ are responsible for leading line
worker effortsto maximize performance by testing initiatives,
using comparative data charting, analyzing processes,
communicating results and data, and promoting best practices.
PAs meet monthly to share information between offices and
with management, presenting datelyses and initiatives.

support was a key measure, DCS began collecting data in
SFYO01 and posting it on the performance website (Figure

9). OCSE began auditing medical support data in FFY06 as a
future performance measure. With a measurement system in
place, DCS could respond quickly to federal auditors by
enhancing SEMS and improving interfaces. EMAPS auditors
and SEMS programmers continue to work closely with the
federal auditors to ensure medisgbtems are compliant.

4.1bDCS reviews its performance measurement system in a
number of waysDCS continuego incorporate the lessons
learned from the WSQAite applicationfeedbackDCS is
activelyassessings organizational performanemdcapaciy.

In 2005 DCS began using the Government, Management
Accountability and Performance (GMAP) program initiated by
the Governor as a management tool to achieve better results.
GMAP has evolved into a performance review system used in
HQ and the field to gawgits success in meeting targdtaises
performance reviews iHQ and the field tayaugeits success in
meeting targetBecause of these revievibere istransparency
amongorganizational units, wheth&0Os, teams, or individus)
which is possible bewse performance data are available down
to the individual Data analysts examine links strategic
objectives and action plans. PAsyervisorsand SEOs analyze
data from the state to the individual level. Supervisors and PAs
record performance numbers using spreadsheets and charts to
tracktrends inperformance against targethey gather local

and state data thaffects performance, including the percentage
of TANF recipients in théocal population, the unemployment
ratein the area, changes in staffing levélew staff are
deployedand the percentage of collections resulting from the
IRS intercept proces3 hey analyze this informatidor its

These presentations encourage dialogue around initiatives and potential impact on performancBupervisors monitor team and

barrier removal. OCSE recognized PAs in the 2007
Compendium of Best Practices

4.1a(3) DCS keeps the measurement system current with
business needs and directions égular reviewsBecause

OCSE drectschanges ithe measures, t af f i n t he
office, Policy and EMAP$eriodically scanshe OCSE website
for changesri definitions and policy and report back at weekly
MT meetingsand through emails OCSE RegioX
representatives often attend thentHy LT meetings. DCS
works well with the OCSEnNd IRS auditors whoonduct

annual audits angrovide critical interpretations of rules and
regulations. The POG exercise keeps DCS current in terms of
business needs aditections.Monthly performance reviews
(formerly GMAPS) national conferences and workgroups,
reports, meetings with partners and customers, and research
grant results all provide informatidao the LTto keep DCS
current and sensitive to changakinginto account program
needs and staff inpuM T reviews the SEMS prioritization list
quarterly to determine if new projects need tovimved up on

t he nAt o MAPS@rogrammers.hav&designed the
performance measurement system in the data warehousg usi

flexible programming that allows them to make changes rapidly employ Baldrige criteria and a comprehensive assessment tool,

without compromising the integrity of the dakAT reviews the

individual perfamancetrends,documening both current

performanceand progress throughout the ygae mp | oy e e s 6

PDPs

Staff examinedata from sources such as SEMS, EMAPS, the E
Mbdel(Efficienay Mddsl), and SQ (SEMS Query). The E
Model is an automated tool that mesesuwork by volume,
positive actions taken, and cases needing action or that have

barriers to collections. SQ is an automated tool used by SEOs to

analyze caseload status and trends usingtiraaldata. For
example, SEOs can generate lists of cases #vat &rrears

owing with no payments arréview those cases for any
available resources. Access SEMS Query (ASQ) is a staff
created tool which packages SQ data to provide a concise and
well organized template for case and workload organization.
SEOs are ablt easily target, sort and manage cases and
caseloads by focusing attention specifically on elements that
make a positive difference. It also provides supervisors and
trainers with a focused audit tool.

DCS encourages pilot testing and gramtded initativesthat
document what worked and what did not work. Managers

the BPE, to assess proposals and recommendations. When

SPbi-annually to address changing needs and directions, and itevaluating processes or changes to processes, staff compare

initiatives weekly.

DCS ensures the performance measuresystem is sensitive
to rapid changes through the SPP. Recognizing that medical

actualtoexpet ed results. HAProcess
of Plan (approach, Do (deploymen), Check(learning and Act
(integration)when a new process or project is developed, which
enables DCS to respond quickly to changing conditions and
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chalenges. This principle involves developingkan for a new data.Possible onsequences dilure or poor performance are
process or a change in an existing process and then reduction of financial incentives atwdt financial penaltiesin
implementing it, which is thBo part. StaffCheckthe effects of response to these circumstand®8S hasnvested heavily in its
the new process to determine if there is improvement. Staff therknowledge workers and assetdtdld internal capacity to
Acton the esults of the evaluation to either adjust the process design systems that are stable alidw quick response.
further or adopt it as the new standard procedure.

Staff make suggestions for improvement within their teams at 4.2a(1) St at es 6 i nc araliaseshetonfyary ment s
team meetings and on SharePoint sites. The measurement performance but also on annual OC8its that determine

system allows changes to be tracked to determine if whet her the statesé dat a atmre a
performance has been improved. Staff are encouraged to 95% level If a state fails a federal audit)dises incentive

innovate. FOs share successful strategies through monthly PA funding and may be subject to financial penalties. In addition,
meetings, LT performance reviews and informal networks. the IRSconducts annual audits on the automated systems and on

the handling of tax information. THRAO andDSHSalso
DCS continues to grapple with the challenge in its operating  conduct audits and reviews. The EMAPS Audit Unit conducts
environment of growing caseloads and now declining staffing comprehensive program and data reliability audits for DCS,
levels (Figurer.4-9). DCS uses automation, process using federal sampling techniques. It also conducts annual
improvement, reallocation of resources, and training to improve federally mandated setfssessments, documentiDdC S 6
its performance despite this challenge. Initiatives identified to  compliance with federal regulations and timeframes. EMAPS
support Goal address this issue. One initiative is the arrears  auditors conduct an annuaternal IRS Security Review and a
stratification grant that is working toward developing SEO tools review of internal cash control procedurB€S has passed the
to help prevent and reduce child support debt. fedemlly mandated audits since 20a3ey report results to the
federal agencandthe SAO upon reuest. They also report
4.1cLeadership, including supervisors, actively monitors key  resultsin presentationso MT and LT,to staff via email and
performance measures in theysalescribed abov&Ls onlineand to the public on the internet
determine priorities for action by examining data at monthly
performance reviews and focusing on areas that affect funding. The EMAPS Performance page contains a collection/clean up

When performance goals are not being 18&scommission tab which allows SEOs to target cases where data may be
workgroups, which include DCS staff and can include incorrect or follow up is necessary. One such list is cadths
stakeholders or partners. DCS solicits opportunities to arrears due and no payment in the FFY. The PAs meet monthly
participate in workgroups as well disseminates decisions and identify additional lists for data clean up. The PAs

through emails, trainings, websites, and meetings. Regular all coordinate in their individual FOs how these lists will be
staff meetings in each office provide a forum for management completed in order to ensure data integrity.
and PAs to discgsaction plans and results. Supervisors share Each new SEMS user reads agtess to the online

information fromMT meetings with staff at weekly team confidentiality statement, which describes restrictions on the
meetingsSLsmeet with partners and stakeholdexgularly handling of informationSEMS passwords adhere to a specific
FOs and HQ sectiorreach outo employers, other state set of rules and are changed every 90 days. A screensaver with
departments, community partners, amiggte or nonprofit password is set to activate after no more tham2Zutes of
organizations associated with clients. inactivity to reduce the risk of unauthorized acc&ssployees

must completannuall T Security Awareness training to
An example of a collaboration to ensure organization alignment safeguard data. DCS operates behind a state firewall, with
is the ereferral grant. With this grant, DCS proposes to continuous malware detecticoftware to bolster security. All
strengthen the data exchange betwé&b and IV-D programs. DCS buildings are secure buildings.
DCS plans to expand and fully automate data sharing with the
Department of Health/Vital Records. This will include 4.2a(2) DCS provides access@data matches to its workforce,
development and implementation of statewide training for federal and state auditors, county prosecutors, and the State
TANF/Medicaid and DCS staff on the process of referring new Tribal Relations Office through SEMS and the EMAPS
cases and using the enhanced system. The desired result is Performance Web Site and Data Dashboards. SEMS matches

improved rates of paternity establishment, expedited with dozens of databases, such as the federal Child Support
establishment of cash and medical support, and strengthened Enforcement Network (CSENet) that exchanges information
operational efficiency. between child support agencies. D&lSogets IRS tax refund

andfederalpassportnformation for enforcement (Figure 413.

4.2 Management of Information, Knowledge, and DCS makes data and information available and accessible to
Information Technology about two dozen partners and collaborators, including county
clerks, Tribes and public assistance workers through

OCSE gavestates90% federal funding over several years to SEMSWeb.SEMSWeb provideinquiry-only access tahild

develop certified statewidautomatedsystems. DCS had the support datahat is limiteddue to federal restrictions. o

first certified system in 1996, SEMS. Certification ensures Innovations DCS uses to enhance accessibility and availability
standardization, whichasesimely, accurate data exchanges of information to staff and others include: 1) DCS is paperless,
with other states and entities. It also speeds up the time it takes®lying solely on imaged files @il mail, court ordes, and

to establish paternity and orders and locate assets. OCSE auditBayment instrumentosstaff can review them from any ,
statego ensurehey are using comparable data systems and ~ Workstation  DCS has the only fientir
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nation, which facilitates A e xnethodsroeampebefpérformancecOndexampliCtisebData
Automated Systems for Child Support: A Guide for Electronic Warehouse/Data Mining grant that provided funding for
Document Manageemt- October 2007]. 2) DCS uses developing and proteicg knowledge assetBCS has
SharePoint as its Intranet platform to link staff to information  successfully competed in getting federal grdnt90% of all
and discussion areas, such as performance tigtsuctonal applications funded since 2003 (Figures-2.2nd7.3-3).

manuals, policy and training materials and a Digital Library. 3)
DCS has an interactive interrste in several languages. OCSE
l' i sted Washingtonés Public |
Practice in 2007. Businesses can find information on New Hire
reporting, payment and direct deposit services, employer
workshops, and medical support informatiblospitals can

order paternity affidavits. Parents can find out about eligibility,
insurance, modifications and job search or apply for services,
track payments, and pay child support. The public can read
researchiesults and reports bne.

Figure 4.2-1: DCS Information System

DCS Information System
(where our information comes from and where it goes)
415 MQ&«\.
W\ \ Prosecuting
CSO staff Attorneys

ACES D Flnanmal
Warehouse & l\lanagement
| other Public l
Assistance
AFRS Databases
Ccountmg \

Database;

HR Mgmt
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DCS and

E-MAPS staff Tnbes

DSHS
(other)

DCS
___’-—>
/ \ [ Information
IRS, CSNET & System } Legislature
| other Federal | \

\Databases
. /
/ ESD
Ul Wages & "
‘ Prupnetary

other State
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\tabases : \
ﬁormance
SEO, and

Financial

Dashboards; Web
Reports

Federal
Agencies

L3R

Governor's Office  Other State
Agencies
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Figure 4.2i 2 DCS Grants since 2003

Grant Name

Access & Visitation

Purpose

Help paren&xcess & visit thei
children

‘ Grant Period

Annually since 20(

Arrears Stratification

Develop operational protocol
within data mining to decreas
arrears

Through February
2010

Bright Start

Offer unwed parents genetic
tests outside the judicial settil

OCSE providing

nongrant funding t
expand program tq
all birthing hospita

Child Support Joint
Agency Collection
Project

Collaborative study with Dept
Corrections & Employment
Security to assist incarcerate;
parents

Through 2003

Determining the
Composition &
Colectability of Child
Support Arrearages

Determine factors that lead tq
arrearage growth & quantify
breakpoint of earnings to moi
order amount ratio above whi
arrears grow

Through 2003

Evaluation of
Strategies to Improve
Medical Support
Enforcement

Compare medical support eff
of centralized internal unit to
private vendors

Through 2005

Healthy Marriage
2 sites

Educate parents about marrié
as an alternative

Through 2015 &
2016

Linking the Past & the
Future: Building

Develop data warehouse & d
mining to create feedback log

Through 2007

Referral Process

Knowledge SEOs on performance meast
Management Sysh guantify cost avoidance
Strengthening the-E Expand & automate data

matching with Vital Records t
autdfill fields

Through 2010

A Study of Child
Support Orders

Study outcomes of support
orders to determine how well
meet support schedule guide

Through 2005

Central Services recently implemented a projeacdlect and
transfer workforce knowledgereaing a cultureghatenhance
knowledge retention, makevork practices more efficient,
reduce cost and productivity losséom attritionand improve
customer service.

Digital
Library
& Internet

erons

E-Model;

Data Tracker;
SEMS Query

Learning '
Mgmt.
Tools; Trammg (SQ); other
Businesses,

Cheat Sheets; Automated
mmw Hospit Tools
Manuy Pareny
DCS uses information and best practices to improve

4.2a(3) DCS has invested in data collection and analysis to formperformance through mentoring, developmental job

the basis oits organizational knowledgfer years In the 1980s,  assignments, and workgroups. Everyone is encouraged to
DCSdeveloped breakthrough innovations, changing paternity ~present ifiormation from conferencesrainingsandworkgroups
establishment, getting employment data from employers, and at meetings oonline so others can aght lessons learned to
developing a statewide support schedule. improve processed he chiefs update the SP initiatives regularly
online and at MT. Staff present findings from workgroups and
studies at DCS MEnd LT meetings.

Web Interactive

Internet for

Through pilot projects and grafinded research, DG®llects
data and documents workforce and work process knowledge.
Projects often involve partners, suppliers, and collaborators what.2b(1) DCS ensures that hardware and software are reliable,
have resources, processes, technology solutions, and databasesecure, ad usesfriendly by developing and following planning
that enrich knowledge about customers in common. From theseand budget documents. It typically operates on a theee
collaborations, DCS can engage customers more effectively andechnology upgrade cycle to ensure it meets current and future
efficiently. OCSE encourages states through grants to try new needs by examining volumigdustry standards, reliabilignd
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ease of use. Rent budget issues have caused DCS to shift to a currently configuringa second emergen&FT-processing site
four-year upgrade cycle, only replacing needed equipment that for paymentsn Spokane.

fails prior to four years. Technical staff and end users test new
products and monitor reliability. DC&tablislkesand maintais
security in accadance with the BHS IT Security Manual,

4.2(3) Through careful planning and monitorifgCS keeps
its data and information availability mechanisms, including

which contains policies, standards, and guidelines for protectingsoftware and hardware systems, current with business needs and

department information and IT resources.

422 DCS f ol |l ows t he
including offsite tape vaulting with chainf-custody control and

directions ad with technological changes. DCS develops
annual and biennial budgehat align with strategic initiatives.

depart men ThéSLschnstaict the beidgeT iy priaritize theyquiftrlerd n

budgetinto three tiers. They discuss the plan quarterly to revisit

disaster recovery to ensure the continued availability of systemspriorities and discuss new advances that offer business

and informationSEMS and EMAPS have theiervers and
storage at separate secured, temperatomérolled facilities

with backup power to provide service and to distiebdata in
the event of a disasttEMAPS can restore data within minutes
to protect against individual and multiple disk failures. OES

solutions. This approach keegshnology current anallows
for methodicakreplacementto reduce equipment failure. It
provides consistent service to the workfoesen when funding
for IT projects and infrastructure may not be available

Category 5: Workforce Focus

5.1 Workforce Engagement

formal and informatommunication systems to convey
information to staff and to invite suggestiqisgure5.1-2).

DCS subscribes to the Workforce and Leadership Development

Model in Figure 5.11. The primary objective is taire, build
and retain a strong, committed, and diverse workforce. DCS
engages its workforce through training and development,
employee recognitim decisioamaking involvementand
transparent performance measures.

5.1a(1) DCS determines workforce engagemandtl
satisfaction through the biennial E&@mninistered by DSHS
DCSparticipates ira group that reviewand updatethe survey
instrumentand adds ESA specific quasts to the standardized
list. All staff respond taquestions regarding their satisfaction
with DCS ESA and DSHSResults arsegmented by FO,
Central Services and the rest of H@dshared with SLsvho
reviewand respond to thcomments and datBCS ussthe
surveyresultsto set goals, create action plansaddress issues
or perceptionsind build initiativesnto the SPThesurvey
results aranadeavailable to all staff on the intranet.

SLs identified four key factors ndmg attention in the 2007
ESS 1) increasing staff recognitio®) transparency and
building confidence imiring and promoting processggjob

and leadership developmesyiportunitiesand4) increased input
from staff in crucial decisions.

These systems promaiso-way information flow and allow

DCS to benefit from diverse ideas, cultures and thinking of its
workforce. SLs not only listen but actively solicit input and
suggestions. One suggestion that led to a positive result is the
impediment locatell) SEMSscreenThis ideabegan as a staff
suggestionThe SEO saw a need to track locate actions by
individual instead of by cas&EMSdevelopedhe IL screen in
response to the suggestion.isLhow integrated o SEMS and

is considered a critical tool used by SEOs for tracking
individually initiatedlocate actionsln addition toseeingstaff
suggestions beene a reality, these feedback systems also allow
DCS to learn whatvorks and what does nd®olicies and
procedures are often revised based on staff feedback through
these formal and informal systems.

Figure 5.1-1 DCS Workforce and Leadership Development Logic
Model

Workforce and Leadership Development Logic Model

OBJECTIVE: Build and retain a strong, committed, and diverse workforce

>

.o.sothat...

Ultimate
Intent

o050 that, ..
‘We have aloyal,

ousothat, .,
— capable and motivated

Emplovees and leaders

Each office followed up with a request to all staff for further
information to address these key factors. The learning resulted
in collaborative action plans and the starad?DCAcycle.

Based on a significar@007ESS response by stafho felt, € fi
not recognized ononored for their contributions, S L

increasd the allotment of funds to be used towards more
meaningful staff recognition at the office level. This was the
first increase of its kind in years further showing the
accountability taken bgL in recognizing the needs of its staff.
The 2009 ESS was initiated in September 2009.

ACTIVITY:

X L PEEY nd improving

We develop and capacity and leadership | | yeir s with high and mped
implement a nraro;w rﬁiter;nueg:tc?:irr?UGh standardand integrity organizational results,
comprehensive 91 9 that drive improvement || pepeoRMANCE MEASURES:
workforce development Ieadershlpdevelopmem, and innovation q o
plan and hiring practices ' » Employee satisfaction

consistent with the PERFORMANCE MEASURES: » Employee turnover
DELIVERABLES: established guidelines. » 9 of performance rate
+ A completed plan PERFORMANCE MEASURES: Evahfarw"s completed » FTE usage efficiency

. imely - -
» Approval by the » % of Performance " . ¥ Customer satisfaction
Executive Leadership DevelopmentPlan > # of complaints related » Client outcomes
Team completed timely to ethical conduct g u
R » O of diverse workforce =
* % of staff completing by ethnicity Ultimate Outcome:

Degree of
Control and
Influence

We build workforce

mandatory training

Intermediate Outcome
Immediate Outcome

<

atall levels are
competent in performing

workforce achieving

5.1a@R) DCS recognizes the impact open communication has on
an engaged and high performing workforo€Sfosters
effective, open communication and cooperationgisinltiple
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Figure 5.1-2 Key Workforce Employee Feedback and Figure 5.1-3 Example of Goal Alignment to Individual Workers

Communication Systems .
Eormal Sust . Priorities ofSovernment (POG)
k] EPSTEE Improve the economic vitality of businesses and individuals

{ Satisfaction Surveys (ECONOMIC VITALITY)

1 Draft Policy and Forms Review i)

1 Policy HBox

1 SEMS Suggestion Sysaeoh Prioritizion DSHS Strategic Plan

{ Statewider FO or HQ Sectiorkgroups Goal H Increase economic security of children through child supp
1 Expanded Leadership Team Meetings U

1 Ask Davidox (Staff suggestions and questions)

f DCS Trainir@onference and Claims Officer Workshop (COW ESA Strategic Plan

{ Staff Input into DCS MW SP Goal #1 Provide quality services tousiomers

T Annual Performance Development Plans (PDPs) Objective #8 Enhance economic security of children through child supy
1 Regular FO Meetingdl: Staff, LTeam, Peer Group enforcement efforts

=

Staff Participation on Hiring Panels

0
Informal Systems ‘

1 Directoor other SEO Visits DCSStrategic Plan

1 Focus Groups Mission We provide exceptional child support services to improve the |
) P children, families and communities.

1 Conversation Cafes

1 Brown Bag Lunches u
1 Peer Group Meetings

Employee PerformanBén

L . Example oihdividualized objectigecould include:
The open communicatidn whichDCS engages not only 2 :

facilitates transparent communication and creates an engaged 1l Issue withhold actions wittay2 of receipt of information.
culture that values high performance, but educates. When the fi Increase % of current support in your caseload by one percenta
federal and stateerformance targets, generated by the PAs and CamiESTI SGEHEE S PR RS e U Sl pEying

. . 9 Work closely with your designated lead worker to enhance skills
reviewed and app_roved by Slese pr_esented todd, it lays the SQ/ASQ to identify cases in your caseload that have potential c
groundwork foraction plans. It alseeinforces tcstaff the current support payments.
connections between the MVV, performance results andaay
day work. Conrecting the importance of staffork toD C S 6
MVV and goals, along with listening to staff and facilitating
transparent communicatiocreates an engaged culture that
values high performance

DCS has several recognition systems, including the formal
recognition program, refined as a result of the 2007 E&&

and HQ section chiefs have a fixed budget allotted per FTE and
the authority to plan local recognition events. Pot lucks, BBQs

: and picnts are popular activitiegnformally, supervisors and
>.1a(3) Workfprce performan_ce is supported Fhrough a formal managers recognize staff on the DCS Homepage for collection
annualevaluation systenthat linksstaffworkd i r ect | vy t r§e§;

S . : achieve geamwork, atstanding customer serviead
MVV _andmdlwdual action plas. DCS ca§cad_es st_rateglc more DMs and HQ section chiefs also initiate fun local events
direction through eac mp | o FDPeedssiring alignmeand

focus(Figure 5.23). The sipervisorand employee meet to and innovative waystmotivate individuals, work units and

; : entire offices. For example, HQ SLs.annually serve breakfast to
di s cuss DCSo0 goals an teves ca | e %ffﬁs?afparet afso ;Lcrﬁg%izeaﬁ a'ff%éetmé'saan DCS
Suypervisors learn what the employee needs for professional an

skills developmenivaluateargetsset the previous year and se conferencesEmployees have also been nhominated and selected

new targets for the coming year. Staff learn how their work ties for recognition ategionaland national conferences.
to DCS MVV and SP. The process is interactive and ongoing.
Meetings may be scheduled throughout the evaluation period
check in Updatesaremade to targets and goalsould

conditions dange. PDPs are given to all rRexempt staff and
monitoral to ensure timely completioAdditionally, staff meet
formally or informallywith their supervisors on a regular basis
to ensure goals, expectatioasd needs are being met. These
are therintegatedinto the PDP

5.1b(1) D C Searning and development system is
demonstrated by the AContinuou
Vi brant Child Suppor t-4Prhi®ogr amo
model provides theystematidoundation forD C Saétion plans

to address sategic challenge®CS employs this model such

that training is an ongoing process tbantinuallyrenews itself

Design development and implementation are critiel@ments

of developingcost effective trainingn the current budget

climate, more emphasis placed on developing training that

will be effectve in an online format.Training initiatives are
carefully considered to determine the most cost effective way of
deploying the information to staff.

A comprehensive benefits package is offered throhgtidrmal
DCS compensation stgsn administered bwashington DOP
(Figure5.2-3). Depending on business need§ S staff may
have alternate work schedules, flex hotete-work and
outstation opportunitieand permanent reassignments to other

officescloser to their homeThese options reduce commute Implementing federal requirements and legislationpsimary
trips andimprove work/life balance and staff engagement. consideratiorfor trainers.Assessing mp | o yeeds énd
providing training so that staff are able to actualize the
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information is a key element b C Scompliance with federal

requirementsrad legislation and links directly its core
competenciesHQ trainers communicate with Shed FOs

when developing and deploying critical training to ensure staff

is able to efficiently and accurately condicC Shaisiness

shadowing and mentoring are all available. DCS consciously

made the writing of this 2009 WSQA full application a
development opportunity by offering stafithanceo
participate in witing, research or reviewer roles.

SEMS is intimately involved itraining development as most
often they are doing IT system changes to support the program.of its workforce through structured training plans. Newly hired
r 8 f Wi t b e D Gt&fftanddeaderis arenprovided core training within 12 months of

DCS6 commit men3PGo al

plan tg i @nduct a training needs assessment and update of

Statewide Training Plad This action plans in progress as HQ

5.1b(2) DCS addresses the learning and developmental needs

hire. New Employee Orientation Phase 1 and thandatory

and ensures that DSHSO6 mi ssi on

TCs work on implementing the recommendations from a
Statewide Training Workgroup that endad-ebruary 2009.

are shared with new employees. Upon initial hare SEO is

trained in their local FO for six months to a year in all aspects of

managing alaild su

ort caseload his training is supported by

Figure5.1-4 iConti nuous

Learning

Support Programd Model

Buil ds

/

lab//,-a/

DIVISION
COMMITMENT AND

COLLABORATION Training Design
and
Development

ALD

Feedback and
Measures

=

Training

Implementation Q

Needs
Assessment

@)@3:\

D C Searning and development system fosters performance

ahdEert ThePCs kéep RTRCUFrerfiéW duPervisors attend
Basics of Supervisioand may also attend the ESA Supervisors
Academy Mentors are also assigned to help new leaders learn
and developNew admiristratorsand those who aspire to be
have the opportunity to attend an ESA Administraecademy
to further develop their leadership skills

These trainings provide opportunities for staff to gain the basic
knowledge needed to be successful in theirgoth assess their
own strengths and capabilities. Managers also identify training
for staff to target specific performae and professional goals
(Cats.5.1b(1), 4, and 5.1b(3)Ruring the training process, staff
are audited to ensure they are learning appropriately
completing job requirements. Supervisors have regular
meetings with the trainee and/or lead worker to go over an
emd oyeeds. Amr egnpd vy eeds progres
goals is then captured in their PDPaireast arannual basis
andnew goals ee establishe@Cat5.1a(3)).

For nonentry level positions, DCS allows a transition period

improvement and innovation through setting clear expectations Where the new employee works with the departing emplayee
and creating a culture of accountabiliiynnecting back to the
MVV. This system allows DCS to giveols to staff that allow
them to increase their performanaederstand performance

measureand thereby draw on staff innovation for increased

performance improvement

WSQA Lite feedback from 200indicated areas where DCS
could improveits learning andlevelopment system. Through
the SPPDCS developed action plansdconduct a training

needs assessment and updat8tafewide Training Plan, argj

develop an Exit and Stay interview process. Needs assessmenfi CONt i nuous

and update of Statewide Training Plan mects both of these

action plans that are in progress

Ethical business practices and standardslefieedby the
federal government, the state legislati€S policies and

DCS6

MB¥cduse DCS hires to its MVV, stalffe more
likely to bring with them ethical personal values and business

practices that support tltivision. Ethics training is mandatory
for all DCS staff. DCS alsareminds staff of ethicadtandards
through theemployee annual review checkkststem and

periodic computepop-ups screens that staff must acknowledge.

DCS holds staff accountable for ethical behavior 8hdact
quickly to correct issuef@xamplein Cat.1.1a (2)).DCS

provides training for all policy changes.

DCS offers an array of learning and developnmgrgortunities.
DJAs, workgroup assignments, temporary assignments, job

transfer knowledg&/henever possibl&Vhen a transition period

is not possible, DCS provides additional training and support to
ensure new staff are comfortab8everal forums exist to retain
and disseminate experience based knowledge such aslihe on
DCS handbookShaePointand crosgraining. Developing a

stay and exit interview policy is an SP initiative and is in pilot
stage in the Seattle FO.

Knowledge is reinforced in different ways depending on the
nature of the informatioml hi s i s t he finteeke i
L e(Rigure 5.34)gCS triesdod e |
time training sohere is not a significant gap between learning
and application. Training is delivered with different learning
styles in mind using lecture, interaction and exercises to
reinforce learning. DCS shares knowledge through DCS
Homepage postings, team meetings, fiaining sessions, tele
talk trainings, established procedural policy documents and the
DCS Handbook. SLs arflupervisors are trained to model and
coach desired behavior

5.1b(3) DCS evaluatethe effectiveness of development and
learning through three primarystems:1) standardized post
training survey®) collaboration betweethe HQ Training Unit
and FO TCand3) annual PDPs with each staff member.

Posttraining surveys are provided after everyperson training.
These surveys provide the TCs with feedback on the training
delivery, format of the trainingnd applicability of the training
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The TCs share these learrmsramd use the information to
modify and improve future trainings.

Both FO and HQ trainers attend a monthly meeting to share
information andliscuss best practicéBhese meetings provide
a system foD C Str@ining team to learn at is important to
staff . Thetraining team is then able todorporate this feedback
to continually improveservice delivery.

and the other reciprocates (mentor). Mentoring promotes
professional learning and development through communication
between crossivisional and crostevel saff. Management
encourages individuals who demonstrate interest and growth
potential and helps them timd ways to support their
development.Participants are provided an online Professional
Development web page and Mentoring Coordinator to assist
both marties throughouthe process.

Annual PDPs provide another avenue to connect with staff and DCSsupportswo types of DJAsintra-Agency Rotational and

discuss their learning and development [f@aat.5.1a(3). Staff
have an opportunity to providenxcensored comments regarding
theorganizational support they neesdditionally, DCS

supports staff in developing amdividual development plan
(IDP) to further definedevelopment goaland create plan to
achieve those goals.

Thebiennialstaff ESSsolicits feedback on the effectiveness of
these system3J he 2007 survey showed that staff wanted more
professional development opportunities. DCS integrated the

Special Project Assignmerit) An inter-agency rotationaDJA

is where staff actually takes on the job duties of a new position
on a temporary basi) A specid intra-agency project or
rotational assignmenbDJA is where staff talson a special
assignment outside their usual job duties to learn more about a
specific positionDCS encouragegadf to seek ouDJAs Staff,
supervisorandSLswork together to finatreative ways and
develop practical plans for DJAs.

Job shadowingrovides staff with opportunities &it with

feedback into its SP by creating a temporary Staff Developmentanother person and learn aboutitlgeities Shadowing mayast

position dedicated to increag these opportunities.

5.1b(4) DCS addresses the human resources strategic
challenge of an aging and retiring workforce by encouraging
and preparingtaff for future succession into management and
leadership positiong.he Staff Developmen€Coordinato

createl a comprehensive, effective, and efficient infrastructure
with resources to plan for career progression and leadership
development. The DCS Staff Development website provides
staff and managers access to staff development resources.

Successionlpnning starts with the recruitment and hiring

process. Staff attend hiring fairs, meet with veterans groups andmprovementsD C S

generally publicize potentially available positions. Applicants
for the most common entry level positions (SET/SEO) take a
test to ensure acptable math and logic skills. Hiring
supervisors plan in advance the types of skills and
characteristics desired for the job. Interview questions and

a few hours or few days, it mayalsoincludedoing somework.

5.1c(1) DCSreceives information on workforce satisfaction
and engagement througteformal ESS process. Receiving the
results begins another process improvement cycle leading to
actions plans and inclusion in the next 8Rotherformal

method is the PDP procewhich allowsstaff to make unedited
comments in th@DP for the permanent record.

Information gathered through office leadership meetings, team
meetings and PDPs ddtenspecific tothat office, teanor
individual. Supervisors use theformation b target specific

al so uses -mdilleox,i As k
comments during training or on training evaluations, feedback
on new policies or proposed legislation tage staff

engagement and satisfaction. At the most informal level,
leadersof all types listen. Common threads or complaints are
gathered, reported and responded to.

sometimes skills demonstrations are devised to elicit responses

that will gauge how applicants measuretapoth individual

job requirements and the DCS MVV. Reference checks are
required. New hires are almost immediately given training that
will help them progress. Many new SETs for example, attend
all or parts of the SEO academies. A common career path is
SET to SEO 1 to SEO 2 followed by a progression into the
leadership ranks.

D C Sgbal in leadership succession planning is to achieve a
stronger workforce by creating a pathway for developing staff
that can provide continuity for the divigi. DCS egages at two
levels:1) identifying newer staff who demonstrate potental f
future management roles aBjlpreparing experienced staff for
increased leadership and managerial skills.

DCS highlights its formal mentoring program, participation in
developmental job assignments, and job shadowing
opportunities as ways for all staff to experience the variety of
career opportunities available within DCS and ESA.

A formal mentoring programrpvides a on@n-one relationship

Figure 5.1-5 Continuous Learning Leads to Increased Business
Results

Continuous
Learning
| have —\ I know how
opportunities my work
to learn and contributes to Alignment
Engagement grow at work the goals of with DCS
my agency MVV
7—*—\\ o \‘
~\ )
[ ;‘f "‘-‘
L ~/
| have the

| receive
recognition for
a job well done

opportunity to give
input on decisions
affecting my job

I'm encouraged |\
to come up
with new and ™

Increased Improved
Business better ways of Business
Results doing things Processes

where one staff seeks development advice or guidance (learner)
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5.1c(2) Staff engagement is tied to increased business results
(Figure5.15). Al | empl oyeesd ability
contributes to the goals of DCS, their opportunity to give input
on decisions, encouragement of innovation, recognition, and
their opportunity to learn and grow and hencénsest in the
agency. Based on the @DESS, staff said open communication
within DCS improved from its 2005 results (Figure-1)4and
opportunities to give input on decisions affecting their jobs
(Figure 7.45) had an overall increase in the same duration.
Improvements in business resudte tied to the MVV of DCS,

DOP works with DCSto ensure proper recruitment and hiring
ptaciicek amdtattradt and test dualiied candiaa fde

inclusion in hiring listsESA, with substantial DCS

involvement developed a comprehensive website of hiring
guidelines DCS compilesbest practices for recruiting and
selecting candidates and has proviétidng and Promoting
training statewideDCS uses skillassessmentsr specific
positions in conjunction with a consistent interview process and
conductghorough referace and credentials checks. Operating
within these constructs provides a systematic and transparent

and according to the 2007 ESS, there was a significant increasavay to evaluatend hire qualiticandidatesvith the possibility

in employeedunderstanding of how their work contributes to
the goals of the agency (Figure ‘A%

5.2 Workforce Environment

5.291) DCSSLsassessvorkforce capability and capacity
needs during th8PP and as needed during LT, MT Meetings
and DM Conference Calls. Sksticipate workforceapacity
and caability to improve performancanduses DCS action
plans for execution. Staff training needs asseent are also
periodically conducted.

SLsassess workforce capability by evaluating which job
category is needed to complete job requirements. This ensures
that the employee has the neededwedge, abilities,
experiencexnd education to perform the essential duties of the
job. A PDFfurther details theluties of each positiof®DFs are
revised and updated as requirements of the position change
based on needs, technology, or office struct@&epervisos and
employes update PDB asnew duties get added or removed
Individual capabilitiesaddressed in the PDP process include
both job skills and personal growth.

LT ensures that the MV¥readdressethy evaluating the cost
to benefit ratio of staff positions. Staffing idjasted throughout
DCSusing a consultative process with HQ and the Dids
target immediate and long term needss immediate needs
arise for policy development, training, and staff development,
temporary positions are created and staff is shifted frem th
field to HQ. These temporary opportunities feed both staff

of reaching longerm goals of cultivating staff to become
leadersDCS bases hiring dectsis on the skills and knowledge
the candidate has to meet the
well as their attitude and alignment with the DCS M¥¥/

reflected in reference checks

Retention of new and existing employees is accomplished
throughthe ext@sive initial training regimergareer
progressionbenefits, and work environment as well as the
many development and satisfactgystems described in
sectionss.1 and 5.2DCS promotes a wotkfe balance by

allowing flexible schedules and telerking optionsfrom other
offices Many employees find substantial alignment and
satisfaction with the actions designed to achieve the DCS MVV.

DCS values a diverse workforce dnides staffwho repregnt

the diversity éthe community The DSHS Diversity Affais

Office (DAO) provides support irecruitmentservices,cultural
competence andata supportdR professionalsisethese

services to provide guidance to hiring managers on ways to
recruit and hire a diverse workforce. D€Bcourages all job
classes to participate in the hiring process including developing
interview questions, phcipating on interview paneknd
evaluating candidate responses. DCS encourages partner input
and involvemenin the recruitment and hiring presswhen
applicable. DCS includdocal tribesand members of

community organizations on hiring panes. includinga broad
spectrum of staff and community partners in the process of
selecting candidate®CScreates a culture that capitalizes on a
divere and open exchangeidgas, performance improvement
and innovation. DCS encourages each office to participate in

development goals as well as accomplish needed work productgommunity outreach and recruitméntthearea the office

Conversely, if a FO needs help, another FO or HQ will provide
relief by diverting staff resourcesllotments for staff are tiered
down to HQsectionsand FOs

EMAPS, supervisors, PAs and HQ sections audit casework to
determine accuracy on specific action items. The SAA has
determined DCS to be in substantial compliance with all nine
rating categories fa20042008(Figures 7.6-2 - 7.6-10).
Conversely, wrkforce capability may be judged by training
needs assessments. Staff are adfkbey have therainingand
skills needed to bsuccessful.

5.2a(2) DCS uses the HRMS system to recruit candidates.
HRMS broadcasts job openintfsough the internet at
www.caeers.wa.gov. Using thaternet to recruit allows DCS

to reach an unlimited and diverse base of potential candidates.
Offices also conduct specialized recruitment events such as
participating in career fairs or publishing in lbcawspapers.

servesThesenclude participating inLPA committeesandin
recruitment fairs atalleges This gives DCS the opportunity to
provideinformation and rece/feedback orits services from
organizations that target specifiopulations.

5.2a(3)DCS hires and promotes for attitude (spirit) and
alignment (with MVV) and trains for aptitudds mentioned
above the training process is extensive, an investment in the
competence, retention and progression of sfaéftformance
expectations are managed and reinforced througfothel

PDP procesand the various recognition programs.

DCS orgaizeswork as described in the organizational profile
with arelativelysmall HQ, Central &vices and the majority of
staff in one of theen FOs.All departments focus on providing
maximum support to line workers

Central Services delivers catempetencies of payment
processing, funds distributieand document management
through crosdrained andliversely skilled staffCrosstraining
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allows Central Services to maximize performance in key areas
by shifting resources from one areaatwother asvork levels
fluctuate.Speed and accuracy of individual employees at
particular tasks imeasuredo maximize staffing assignments
and assign people to tasks they have demonstrated ability and
positive resultsThis structure also promotes staff developtmen
asemployees gaiexposure and experience in otkesks.

D C Sstructure supports a customer focus dne SMVV by
strategicallylocating and directing services statewide to
customers. FOs are locatiedpopulaion centerdor easy access
to customersiad stakeholdersDCS outstations individuals and
teams in order to create more customer access points.

5.2a(4) DCS ystematically reviews, modifieend mitigates
fiscal impacts tats workforceprogram and processes. DCS
addresses budget at least monthly in MT and LT meethkgja.
resultDCS acted upon the followin@@SHS Voluntary
Incentives for earlyetirement/separatiofto reduce staffing
levels without layoffs)reduced lease costmydmaximized

staff training and support to help avoid placstgffin situations
that compromise safeB) develop protocols to quickly and

appropriately respond to situations that may compromise safety

3) mitigate risks where possible, through effectiaeilities
management and administrative supgord 4) ealuate
management data from ESAOSs
System to identify trends and issues

SSCis nowreviewing and analyzing th#008 Critical Incident
Reports SSCis examiningvhat actons offices have taken
address staff safety since the 2SS Actions include
developnent ofa Comprehensive Emergency Management Plan
that incorporatgincident Action Plans, annual updaed

review with staff of the offic&Safety Plans, reviewf safety
procedures with staftlentifying the different types bthreatsor
review ofthefacility to mitigate different threats.

DSHS Administrative Policy9.09 et s out DSHS®O
to the ongoing health and wddking of its staff through the

capacity while increasing access to customers. In addition, DC$reatbn, development, and maintenance of a wellness program

adopted the BPE tool that helps minimize the impact of staff

for staff. DCS encourages staff health and well being by

reductions and provides a foundation for workgroups to evaluatesupporting individual office initiatives and activities. Individual

where to consolidate or centralize specific job functiemd
gain process efficiencies.

DCS ofthe Futurean SP initiative that was focused on the DCS
footprint, has beemxpanded due to the economic situation
demonstratig organizational agility. The effort has been
expanded in the recognition that DCSding and FTE levels

will be reduced Nine workgroups have been formed to focus
on increasing customer feedback, increasing customehesiplf
options, collaboration with partners, reducing facility costs,
reviewing core functions, FTE deployment, proviglin

alternative payment options, centralizing referral processing ang
the legal resources business model.

office culture dictates the extent, frequency, and type of
activities offerel. Some offices have massage therapists who
come to the office while other offices may have a yoga group.

Figure 5.2-3 Benefits and services designated to support DCS staff

DCS focuses on the capability and continuity of its workforce
through trainingnitiatives. Effective, timelyand consistent
training is critical to maintaining the knowledge and ability of
D C Swinrkforce Cross training is used to increase the skills of
the workforce to prepare for impending needs

DCSencourages staffreativityto conserve existing resources

andreinvest resources back into the progr@®@Suses its
SEMSto implementefficiencies For examplethe SEMS
Prioritization Workgroup starteid 2005 Since then823 new
ideashave beemeceivedwith 345implemented. Audmation
allows the system to complete routine tasieeing staff to
perform higher value tasks that require skill and judgment.

Currently SEMS sends OWIs to employargomaticallyif
certain case criteria are met. Criteria are reviewed periodically
to determine if parameters need adjustment.

5.2b(1) DCS is part oftie ESA Statewide Safety Committee
(SSC) which helpsnsure a safe, healthy, and productive

Category Services and Benefits
1 Lowcost comprehensive health insurance
9 Dental plan
1 Vision plan
Health 9 Employee Assistance Plan (EAP)
9 Sick leave
1 Wellness program for those who choose to part
9 Basic and optional life insurance
1 Longterm disability
1 Pension plans
. . 9 Deferred compensation plan
Financial .
9 Dependent Care Assist@&rogram (DCAP)
9 Direct deposit
1 Payroll deductions
9 Credit union
1 Flex hours
1 Telecommuting options
Work 1 Annual leave
Environmen { Sick leave donations
1 Ergonomic environment standards
9 Safety Committee
1 Mandatory and voluntary training
1 DJA, JoBhadowing, Mentoring
. 9 Personal attributes and professional developmg
Professiona | - iningsoft skills P P
1 Support of continuing education for professiona,
certifications

workplace for all staffSSCidentifies major riskand potential
mitigating efforts and makes recommendations td_théor
appropriate actianThe goal is that all staff feel safe and secure
in the workplace.

Toreach thiggoal, SSCdevelops and implements
recommendations to address four key otijes 1) provide

5.2b(2) DCS supports its workforce through array of
policies, services, and benef{tgure 5.23). The benefits
listed are available to dlill-time staff andsome partime and

temporarystaff. For Washington State General (WSG) staff
compensation increases annually based on a step structure until

reaching the top of their salary range. COLA raises and other
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benefit enhancements are also provided as negotiated under theleferred compensation or adding a spouse to a medical plan
labor contract procesStaff may choice from twoetirement Alternate work schedules, telewarkwork in outstationare
plars. Staff may also tailor a benefit package to meet their available(Cat5.1a(3)).

needs. Some of the services and benefits are optiartatling

Category 6: Process Management

6.1 Work Systems

DCS also works witlurisdictionsand their SL$o educate
6.1a(1)Thedesign oD C Soferall work system is supported by legislators regardingational and state legislati thatmay help
its core competencies and begins with F@SMVV . Decisions  improve the design and innovation of D&&erall work
regarding the innovation of the work system are based on the system. The DCS Legislative Manager regularly seeks input

SPPand are carried out by improvement initiatives. from staff regarding potential legislative chamgeposals
performs legal and feasibility analysis, and consults with the
Onceanopportunity is identifiedthe improvement process Leadership Team about proposed legislative initiatives.

generally includes four phasds: planning and developmegy

pilot testing and evaluatiaB) implenentationand 4) continuous ~ Figure 6.1-1: Phases of Work System Improvement Process
improvementwhere nanagers and staff regularly review 1. Planning an

performance data and work with IT to modify tegstem and ﬁ Development C%

improve efficienciesOne examplés the Housing Authority

(HA) pilot in 2005.Payment history requests frddAs were 4. Continuous 2. Pilot Testil
handled locally, but as a resultPDCADCS centralized this Improvement and Evaluatic
function in the SeattleO. SEMS is now currently working to

further improve and entirely automate tHA process. 3 Implementatioz-/

If innovations pasthe pilottestingand evaluation phasad are )
deployed, a variety of methods (e.g., workgroup reviews, state 6.1a(2) Successful operation of the work system and key work

and federal audits, quality assurance reviews, etc.) areusedto Pr 0cesses rely on the ofiggrani za

monitorsystems and identify improvement opportunities. P 1-2) during the planning, testing, implementation, and
Effective practices, design features and innovative ideas are ~ iImProvement phaseghe main work system, child support
regularly shared acro®CS inLT and MT meetingsGMAPs services, is comprised dfitee function areas: 1) Field
and now performance reviews. Operations: establishmemdenforcement of child suppdt}
Central Services: payment processing and distributiase file
Proceses ar@utsourcedvhen: 1) economies of scale hyithe imaging, case setpand 3) Support Services: consumer
cost down, 2) existing services already provided by parent, relations, fiscal, IT, policy, research astatistics, and training.
parner, and collaborative agencies3) contractors The coe competencies suppahese functionand helpto

demonstrate greater expertise and efficiencies. Examples are achieveD C Sn@ission and strategic objectives.
banking serices, electronic funds transfend paternity

establishment. Pcesses are delegateehousewhen: 1) tasks For example, when DCS attempted to improve the payment

are critical to DC%ore missior?) servees are not available distribution process, it staff was called upon to make
elsewhere) integration brings greateffieiency through changes t&EMSthat would allow tracking and processing of
collaboratioror 4) DCS is required to perform certain tasksas € ! €ctronic di sbursements to cl
mandated by law,antrads, confidentiality rulesr collective implementation of electronic disbursements, further

bargaining agreement. Examples of these processes are [T~ Improvement was achleved by using the [I(}Sdlto e_nahﬂ

systems support, document imagimgd payment collection. more clients to participate. As a result, electronic disbursement

has streamlined the work systesecreased error rates, lowered
IntheSP, Goal #2 is fASeek i nnov aPfofesseosizmipiped performange megsyrgmand
operations and p erCiSopertmmalc e . 0 NH§AsLY §taff gnd gustomer satisfac(ieigure 75-11).
Structured was identified as one of the str_ategies,_ and A
case assignment and Office o @-1{1)RCSkeyworkpracgssefigure 644), fungign bathy, ¢

initiatives. A steering committee with representatives frogn H  Individually and collaboratively to deliveralue, financial

E

and FOs reviewed the DCS business model and explored return,organizational successd sustainability. Each process is
innovative opportunities to improve the work system. Two reliant on thesuccess of thprior processin orderto distribute
project initiatives have been definadd the scope widened paymentspatenity must be establishéflst, then order

(DCS of the Futuredfter reviewi Operations Excellence and ~ ©stablishment, enforcement and paymeatessing. Each key
Service ExcellenceJnder these initiatives multiple tearmave process contributes to the delivery of customer value by meeting

beenassigned tanitiativesto improve the work system and key ~and exceeding performance requirements and achieving
work processes based on priorities identified by the steering ~ Pusiness results.
committeein conjunction with the MVV
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The ultimate desired outcome of child support enforcement is  with prosecutors allows DCS to improve and develop process
descri bed by tAlparents ssgparttheio f D @fuirem@énts.

c hi | doward thal endjnancial return contributed by key

work processes is realized in multiple ways. For example, DCS considers key measures as well as required compliance
paymens are both passed through to clients and retained by the levels and the ability of a process to assist in meeting targets
state.Payments that are passed through to clitamdscially when determining key process requireme@tsmpliance levels
sustain families ancesult in cost avoidance for other social areset by federal requirement. An example is the streamlining
service programs. Payments that are retained by theistate and automation that occurred in regard to payment processing
effectoffsetwelfare expenditures. and distribution. Key process requirements are determined by

evaluating payment trends with consideration paid to workforce
Exceedinghe minimum threshold the key federal measures  capacity ad processingimes. Goals (set externallyederal and

ensures|n incentive payment along with matching funds as ESA) and improvement targets (set internally) are also
available. DCS hasxceeded the minimum each y¢@igures considered.

7.1-4 through 7.18) DCS key work processes contribub

success and sustainability by responding to the following 6.1c DCShas developed procedures including a Disaster
strategic challenges: Preparedness Plan to ensure work system and workplace

1 Budget constraints: All key work processes aim to control  preparedness for disass or emergencies.
costs and decrease error raaablingDCS to deliver
fiscally responsible services. DCS uses administrative The plan outlines responsibilities for statewide managers and
process to establish orders, which is less costly than requires each office to designate a Recovery Director to prepare
courtsystem andhas worked hard to implement the Bright and maintain a local emergency packet including:
Start project which promotes the use of paternity affidavits 1 Lines of succession
instead of the court process 1 Responsibilities
1 Changes in legislative requirementTo increase 1 Employee contact info
efficiency of key work processes and strengthen the ability 1 Floor plans to locate essential records and inventory
to comply with new requirements, DCS autornsdaege 1 Vendor names and contact info
portiors of those processe£ase file imaging allows cases 1 Emergency/recovery supplies
to be accessed from any offizemediately.The paperless 1 Arrangements for backup facilities
system provides flexibilitynd agility of resource allocation 1 List of first responders trained in first aid and CPR
in response to legislative changes and caseload fluctuations.

1 Workforce recruitment, development, and retention: The Disaster Recovery Plan outlines proceduresftiali
DCS invests resources in recruitifigring, developing, and  recovery, records removal, restoration, post recovery operations,
retaining staff that can effectively perforraykwork and replacing supplies and servidgeth thisand local
processes and meet customer service expectations. Efforts emergency plans are maintained both in hard copy and posted
include advertising, outreach, developmental job on the DCS intranefA workgroup has been tasked with
assignments, training opportunities, and interviews. standardizing and improving local plam¥CS has designated
documents that would be required for the reestablishment of
6.1b(2) Key process requirements are determined both normal operation after an emergency. All case files and essential
internally and externally. Oveltgrogram requirements are records arenaintainecelectronially. SEMSis working to
established by federal law and influence state process incorporate emergenayanagement, business continuatyd
requirements which are incorporated iR6W, WACand DCS disaster preparedness into its everyday function&isaster
policy and procedures. recovery specific to DCH addresses and prioritizes three tiers

of importance:
The Policy Unit determines key process requirements using (1) Ability to process payments angseminate moneyhis
staff, customer, stakeholdand partner input (Figure 62). applies to systems involved in payment processing and
distribution (FMIS, online suspense).
The process begins with identifying appropriate stakehalders (2) Continuation of establishment and enforcem&hts

Input is gathered in a variety of ways, but often it is done in the applies to systems such as SEMS, DOH, etc.
form of a workgroup or public meetings. DCS solicits feedback (3) Communication with staff and clienfEhis applies to
from stakeholders on majonitiatives by mailing, public systems includingmail, phones, and internet.

meetings, and posting to the DCS internet site. After gathering

input, draft documents are posted on the intranet for staff to Contact Cards are filled out by staff annualtynployees can
comment and make suggestions. DCS responds to, or access the DSHS Emergency Line to receive updates if a
incorporates, all input and holds meetings sitékeholders to worksite is closed during disasters or emergencies.

work out significant issue#f a process is specific to attorneys

or medical coordinators, feedback from process experts would When a worksite is not opdianal, phones can be reroutedato
be used to create process requirements. DCS also operates undee s i g sisied @fide afidsomestaff mayreport tothe
DSHS Administrative Policy 7.01 and follows avgonmenito- secondary location. Theritical Incident Report Notification
government approach to seek consultation and participation by System is a management tool for DCS to track and share
representatives dfibesin policy development and program incident reports and responses. The repameseviewed
activities.FO liaisonswork directly with the county regularly to improve similar situation response
prosecutor ds of fongangpartndrship col | aborati ve
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Figure 6.1-2 Key Work Processes, Requirements, Measures, Inputs, and Customer Value

Key Work
Process

Paternity
Establishmer

il

il

Customer Value

Known family medical
history

Children may be eligil
for government benef
such as social securit
and vetera
benefits.
Medicahisurance may
be available through t
fatheb s heal t
Life insurance and oth
inheritance benefits

Court Order:

Paternity Affidavit:

Process Requirements

1. Access all possible sources un
thefatheis located

2. Refer to the Prosecutor/AAG

3. Servdegal notice on alleged fa

4. Conduct genetic testing

5. Enter court order to establish
Paternity or exclutie father

1. Parents sign Acknowledgemer
2. Acknowledgment is forward to
DOH foilling

Measures

Key Measure:
1 Federal Incentive PEP
InProcess Measures:
1 Pat coding Accuracy rat
1 % affidavit vs. court ordj
1 YTDPEP average
1 Number and timeliness
court orders processed
1 RX Data: Case and Le¢
Codes

Inputs Used

Federal Mandates/OCSE
DOH

Hospitals

WAPA

Staff Feedback

Customer Opinions
Judges/Court Commissione
ALJs

Genetic Testing Labs
Tribes

Order
Establishmer

Child support, medica
insurance and daycar
obligations are create
by orders.

Court Order:

Administrative:

1. Access all possible searuntil
the NCP is located

2. Refer to the Prosecutor/AAG

3. Calcula support and arrears fg
order

4. Serve leg notice on the both
parties

5. Attend court hearing

6. Judge/Commissioner enters c(
order

1. Access all possibteieces until
the NCP is located

2. Calcula support and arrears fg
order

3. Serve notice on NCP

4. Order defaults or proceeds to
administrative hearing process

Key Measure:
1 Federal Inogive Order
Establishment
InProcess Measures:
1 YTDOrder Establishmer
Averages
1 Number and timeliness
court orders processed
1 RX Data: Case and Leg
Codes

Federal Mandates/OCSE
DOH

WAPA

County Clerks

Staff Feedback

Customer Opinions
Judges/Coutiommissioners
ALJs

Tribes

Wage withholding

deducts child support
payments directly fron
pay checks for

1. Withhold wages whenever pos

2. Secure debts with a lien

3. Take other withholdingaatihen
wages are not available

Key Measures:
1 Federal Incéve CFS
1 Federal Incentive Arrea
1 ESA Goal % of Paying

Federal Mandates/OCSE
Employers

Financial Institutions
DOL, L&I, BESDOR

and Payment
Processing/
Distribution

customers

Imaging enables
customers to access
services statewide
regardless of
geographical location
Payment processing
from voluntary payers

be disbursed by the State
Disbursement Unit (SDth)jmw8
hours of receipt

1 % of payments process;
daily

1 % of mail processed da

1 % of nomssistance
applications processed
daily

1 % of court orders image
daily

Child Suppor]  customers 4. Use other enforcement tools tg NCPs _ Auditors
Order 1 The Support Registry prompt NCP payrteeand retire 1 Total Collections WAPA
Enforcement creates a permanent debt InProcess Measures: StaﬁFeedbacI_< _
payment record for 5. Refer uncollected cases to 1 YTD Averag¢SFS) Customer Opinions
customers prosecutors andethurisdictiong  § RX Data: Case and Judges/Court Commissione
as appropriate Delinquency Codes ALJs
Other States/Countries
Tribes
1 Technology and 1. Incoming mail and payments g Key Measures: Peer Groups
automation lower cost imaged and associated with cg Processing time for 1 Within eacfob class
and contribute to 2.Payments are associated ®sc3 incoming caseload 1 Monthly meetings
profitability for and applied first to current sup correspondence 1 Discussion, training, ide
taxpayers then excess to any accrued arr| % of payments disburse sharing
; 3. Amounts collected on behalf o within 48 hours Statewide stakeholder
,\DAc;ﬂ;E:r?]tem f \é\cl)i?/g)rﬁ)érr?ceen;zrprowd individuals receiving services g InProcess Measures: workgroups:

1 Case File Imaging
1 WSSR
1 SDU
Individual accuracy rates an
capabilities
Staff submitted ideas for
process improvement
State Treasurer
State Auditor
OFM
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Primary data is stored on a mainframe and backed up three

6.2b(1)DCSuses a thretiered approach to ensure its key work

times per week, with two static backups run each weekend. Theprocesses meets design requiremeutscy level, technology

first is kept onsite and is available if a hardware or application
error requirerecovery of the databasehe second is delivered
to a media vaulting service. In the event that the primary data

leveland operational level. Each has critical rolemamnaging
andimplementingwork processes. The d#&g-day operation of
these processés closely monitored at all three levels to ensure

processing facility is damaged or unable to host the system, thethey meet key process requiremeffiigure6.2-2).

off-site backup is flown to the disaster recovery site in
Warminster, Pennsylvania. The disaster recpsgée is tested
two times per year, with SEMS loaded and accessed remotely.

Safety Committees in all DCS offices are charged with
maintaining a safe work environment t@pent emergencies.
Preparation activities include regulearthquake and firérills

as well as required training in Blood Borne Pathogens and
Hazardous Materials for all staffollowing drills, local safety
committees review procedures for effectiveness and possible
improvements.Designated staff is trainéd CPR and first id.
Automated defibrillatorareavailable in all offices. Emergency

6.2 Work Processes

6.2aDCS uses multiple methods to design and innovate work
processes to meet key requiremdrigure 6.21). Successful
deployment requires broad involvement from workgroups,
internal and external experts, project teams, audiks, local
office leadersand SLs. All improvement initiatives are aligned
with the DCS MVV and usually involve theegts:1) review
input from customers, aff, partners, and stakehold&)s
analyze performance da®xidentify improvement opportunity
4) determine inititives that have greatest imp&jytdevelop
prioritization matrix6) implement pilot7) share Issonséarned
8) refine new procesand9) fully deploy.

DCS incorporates new technology, organizational knowledge,
and the potential need for agility into the design and
enhancement of work processes. One exam@éEX that
scans documents and processesEays in onlyafew seconds.

By using process mapping and new technology, the Document
Imaging Project of 1997 significantly improved cycled,
productivity, effectivenesand efficiencies in payment
processing. In 1999 the expansion of this project further
automated the handling of court orders, and in 2001 all case
files were imagedAll case documentsan be accessed
electronicallyfrom anyFO, which increaseB C Sability to
respond to caseload and staff fluctuations.

DCS6Imaging Technology Unit continually enhances hardware
and softwaren the imaging environment. IT staff work with
Cental Services to explore, designd implement upgrades to
improve processing tingg accuracynd security. The latest
project involves sending electronic images instead of paper
checks for deposit, sing staff resources and banking costs.

FOs andHQ staff worked together to transition towards
paperless work flow. This included stangiworkgroups such as
the Case File Imaging Stakeholdgrsup,SDU Stakeholders
groupand WSSR Stakeholder graufhese groups meet
quarterly to address changes in technojagperations or
workflow issuesand imaging system customer service.

DCS uses multiple channels to collect feedback from the
workforce,customers, suppliers, partnersd collaborators as
appropriate. Some methods inclule ESS oneon-one
supplier meetings, complaint resolutions, expert groups,
workgroups, stakeholder meetings, telephone interviews, emails
and lettersThis input is used to improvedlmanagement of
these processeBor example, access to service wamniified as
an area needing improvement as a result of the 2005 Client
Survey.Brainstorming sessions held in each offieg toa list
of ideas to address gaps in these areagpvesented to tLT.
SLs commissioned workgroups and as a result
1 Allowedcustomers to prinmany forms online
1 Beganquarterly mailings of DC&ard and ET options
1 Partnered with CSD to provide nassistance applications
to single parent families applying for food or daycare
assistance

6.2b(2)DCSuses a variety of mechanismascontrol the overall
costs of work processdglechanisms includet) budget
development followingsPP2) monthly reviews of financial
status and performance measuBeaccounting ad internal
control activitiesand4) innovative cost saving strategies.
1 Develop and momdr federal budgets as required
1 Provide monthly fiscal status reports il and LT
1 Ensure contict training for program staff
1 Ensure monitoring plans are completed as required. The
MT prioritizes budget requesbased on operational and
investment priorities and allocates funds appropriately. This
process ensures that financial risks associated with each
area of the operation, as well as the financial risks of new
investments, are reviewed each year

DCS uses number of key performance measures and in
process measures including number and timeliness of processing
court orders, mail documes) referrals, and paymerfty the
control and improvement ds work processes. Key
performance measures are reportel@ast monthly, ifprocess
measures anmonitored daily or monthly (Figure 62).

To reduce variability in the implementation of work processes,
DCS uses a systematic approach to track data on key
performance measures and monitmuscomeof each to detect
and respond temerging issueMT and LTreview key
performance measuresleast monthlydiscusng areas that
require &ention. If opportunities are identified, workgroups
map out current processes to pinpoint opportunities for
streamlining operationA BPE is completedequiiing a
comprehensive review of resources, union issues, legal and
policy issues, technical feasibility, impacts on customers, cost
savings, effect on performance and site location. If the
recommendation is appved and implemented, there is an
expectation by T that results be tracked and presented to the
MT. Process measures are reviewed at the unit and individual
level at least annually in PDPs and in regular unit meetings.
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Eachmonth, the Child Support Fundj Policy Manager data, the cost of audits is minimized due to the standard
prepares updated financial status summary reports for current statewide computer system and paperless environment. DCS
month, yeatto-date, and projectionSegmented biFO and HQ cases can be worked or viewed from any office in the state and
sectionlevels, these reports are reviewed and discussed during the EMAPS Internal Self Assessment Unit is able to audit from
monthlyMT and LT meetings to ensure costs are colted. All HQ without travel enalihg consistent results while minimizing
reports are available @l staff and stakeholders vibeintranet. the need for site visits and disruption of workflow.

Figure 6.23 outlines the DCS financial performance measures.

6.2cProcess improvemedre initiatedn many ways
includingthe SPPcustomeystaff, partner and stakeholder
input, audit resultsyew technology, best practicasd feedback
from the 2007 WSQA Lite ApplicatiorF{gure 6.25). These
projects have improved work processes to@aahbetter
performanceCentralized Mail Imaging Processing), to reduce
variability (Cash Processingiternal Control)and to keep the
process curmg with business needglectronic Receipt and
Disbursement of Payments).

Strategies are in place to control alecosts of key work
processeand prevent defects, service esrandrework to
minimize costs or customer productivity losses (Figured$.2

To gain greater efficiency, it is critical for DCS to minimibe
cost of inspections, tesémd process or performance audits.
Although DCS continues to conduct regular auditstaff and

Figure 6.2-1 Methods to Design and Innovate Work Processes

Methods

Steps Information Sources

WorkgrougCrossSectional,
Functional, or Expert Workgro

Conduct process mapping, analyze data, redesign pr,

and test new processes

Input from customers, staff and stakeholders,

performance data, new technology

Pilot Project

PlanDoCheclAct cycles

Experimental data, test resultsbasad
implementation plan

Quality Assurance System

Selfaudit, develop corrective action plan, implement
improvements

Internal audit results, regulatory requirements,
benchmarks

Performance Analysis Proceg

CompletBusiness Process Evaluation to identify
opportunities to maximize performance, share improy
proposal with leaders and other offices

Performance data, staff input, collaboration with
office leade(See § 4a

Incorporating Best Practices fi
Other States

Participate in national organizations, make site visits,
other statesd successes

Ot her statebés child s
government, national and regional child suppor
organizations.

Leadership Team and Managée
Team Review Process

Review issues and data, analyze proposed solutions
determine improvement approaches

Customer and staff input, policy issues, change
case law, litigations, performance data, audit fin

Figure 6.2-2 Three-Tiered Approach for Implementing and Managing Key Work Processes

Tier Implementation Approach Management Approach

Policy and online resources are updated and K I . i f .

Policy implemented with customer and staff ipophp Feedbac an_d penodm reviews ensure policy and forms are maximizing
h : - agon and in compliance with requirements.

with design requirements.

The system is updated to meet new requiremen{ Enhancements are prioritized based on legal requirements, continued sy
Technology | including changes to the internainzasmement certification requirements, and requirements for continuing function of th

automated processes.

Staff receive trainingeénson, online, or by Cases impacting ability to meet design requirements are identified by lin
Operational tekconference to ensure understanding of new V| successful practices are shared statewidemet and ongoing workgroups;

P process and design requirements; ongoing refre| groups, work groups and prosecutor liaison groups meet regularly to dis
training is provided as needed. manage processes locally

Figure 6.2-3 DCS Financial Performance Measures
Financial Performance Measures

Financial Strategic Objectives

Financial Strategic Initiatives

. % budget development timelines met
. % fiscal notes completed timely

Ensure resources are available

support ESAGs Develop and monitor federal budgets as requireq

. % of expenditures versus allotments to date
. % MFSRs submitted to CBO on time as required
% MMRs completed within 10 days of fiscal mont

1 Provide monthly fiscal status reports for fiscal 1

9 Provide monthly management reports to ESA
Leadership Team

Ensurexpenditures are monitor
against available resources

. % contracts renewed/completed on time

. % staff managing contracts who have completed
contracts management training

3. % contracts monitored as required

1 Ensure adequate contract training for program

1 Ensure divisioosmplete monitoring plans by 7/3
as required

Ensure compliance with federal
state regulations and policies
regarding contracts

NPRPlwNPRP|IN P
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Figure 6.2-4 Strategies for Cost Savings, Preventing Defects, Errors,
and Rework

Strategies for Cost Savings

1 Use paternity affidavits and administrative process over court (
process

Use imaging technology to retain and transfer documents

Use SEMS technology to conduct internal audits withoutR@svel
Perform electronic data matching with banks, federal, and stat
Contract out when itdés more
Use secure email todmwn costs for mailing and fax

Accept Electic Payments

Distribute payments via EFT an@Bi@iSard

Use automated tools to monitor workflow priorities

Automate processing of checks by OPEX machines using OCI
technology

Crosdrain staff to respond to fluctuating workloads based on d
volumes

Implement performance standards
1 Use barcode system
1 Scan applications directly into route boxes to be worked by oth

Strategies for Preventing Defects, Errors, and Rework

1 Adopt comprehensive hiring process to hire the most capable

1 Providéormal training for new employees (one year for SEO 1)
ongoing training for existing staff

1 Incorporate automated features into IT system (such as Auto \

1 Set internal controls to prevent improper enforcement actions

1 Provide staff with toolsléntify potential errors, suchasdel

1 Implement policy to control and recoup losses

1 Maintain Quality Assurance program for operations audits, pe
standards and risk assessment

9 Ensure internal controls including error logs and secusity came

1 Reconcile SEMS list of checks to the report of checks process
vendor and verify billing and remittance
1 Reconcile accounting receipts with payments processed to SE
the bank account deposits and disbursements to monitor and |
discrepaires
1 Review bank charges in comparison to contracted rates for ea
service and per transaction fees

1 Use barcode forms to automatically index to the correct case

=2 =2 =2 =2 -4 —a A —a -

=

E

Performance reviews includingieomated tools, special reports
and data dashboartisad to improvements. An example is the
Closing the Gap (CTG) Initiative which began in the Evedféert
before full implementationCTGd s i thenbure SEOknow

D C Spdiorities and how to focus their work efforts on activities
targeted to meet the dsaelated to those prioritieBy

providing training to staff on how daily actions contribute to
reaching DC8performance goals, CTG has strengthened the
connection betweetihe MVV, SLfocusand line staff actions.

Process improvement and learning deployedthroughout the
organization using several methods. Trainggonducted in
person oklectronically All offices have facilities for staff to
receive virtual training. DCS also uses the DSHS Learning
Center, a customized-Eearning system thatlaws DCS to

track and provide Webased learning and development courses

Figure 6.2-5 Information Sources for Improving Work Processes

Information

Example
Sources P

Electronic Receipt and Disbursement of Payme
DCSDebiCardmplementation

Automated Collection Actions

iz EEmEeg Centralized Mail Imaging Processing

Electronic Data Matches and Referrals
OCR Recognition Software

Customer Testing of Forms and the Public Wel

IT Surveys of Public Website Users

Customer Inpuj DSHS Customer Survey

Child Support Schedule Workgroup

Intranet Improvement: Including Best Practices
Cheat Sheets

ST I Performance Analyst Workgroup
SEMS Prioritization Workgroup
Feedback to Policy via List serve and DCS Inte
Partner/ | 701 Process for Tribal Input
Stakeholder
Input WAPA
Employer Outreach
_ Explore Credit Card Payment Options
Strategic Implement Bright Start Statewide
Planning

Exploring Future Telephone Technology

Cash Processing/Internal Controls

Audit Results | Online Suspense

Adjustment Voucher Review Process

Best Practices A-Z caseload from Vancouver FO

2007 WSQA | DCS Social Responsibility Initiative

Lessons learned are disseminated to all offices throughike

web sites, conferences ametings. DCS has developed an
intranet ge accessible by all DCS stafhdmanypartners.The
system is a wans to gather, store, transanti access
information. At least yearlyconferenceg¢budget permittingare
held where staff receives training and share information and
tips. These are sometimes for all staff or can target specific job
classes (Supervisor or Support Staff Confereri@adiget
permitting staff participate irregional national andther
agencycorferences in WAWAPA and Tribal Conferences).

Information on work process improvements and lessons learned
are shared at regular meetings throughout all leVélsLT

meets monthlyand that informatio is cascaded through DMs to
supervisors to all stafSLsmeet with partners and stakeholders
regularly. Offices have outreach activities to collaborate with
employers, other stattepartments, community partnensd

private organizations hese internal and external interactions

are critical in driving organizational learning and innovation
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Category 7: Business Results

Figure 7.1-2 Support Distributed to Families

7.1 Product Outcomes

7.1a (1) DCScontinually evaluates key performance results for
all phases of the enforcement process and measures that are
fundamental to the performance of strategically significant
processes. Performance data are updated periodically (Figure
4.1-3), made availableotall staff, partners and stakeholders via
the DCS Intranet, and can be drilled down from state level to
individual SEO level. Because of space limitations, the results
shown in section 7.1 are primarily at the statewide and FO level.

Total child support collectiornisave increasefFigure 7.11),

reachingan historical high of approximately $705 million in

$650

4625

4600

Millions

5634

5635 5635

5FY03 SFY04 SFYDS SFY06 SFYO07 SFYD8 SFY0S SFY10 SFY1l

—4— Distributed Support = = Proje

ctions

SFYO08. Even with the impact of high unemployment rates and Figure 7.13 also shows that the pubhssistance caseload is on
the economic downturn, total collections in SFY09 showed only the upswing once again after declining since SFYQ7, while

a slight derease of 1% when comparetb SFY08. The red
dotted line in Figure 7:1 shows the projections through

SFY11. DCS works closely with the ESA EMAPS, ESA Fiscal
Services Office, and DSHS Budget Office to develop these
projections, which also becomes budgetets for DCS by the

Governor 6s Ofifalscsegmentskhe gpllectiens
by case type: 1¢urrently on Assistance or TANFemporary
Assistance to Needy Families) Ryrmerly on Assistancand 3)

Never on AssistanceAlthough twethirds of e caseload is
roughly Current and Formerly on Assistandbe amounts

collected are less than that collectedN@ver on Assistance
cases. This disparity reflects the difference in earnings of the
parents with cases associated with public assistanctnasel

who have never had that association.

Figure 7.1-1 Total Child Support Collections

5750
$600
$450
5300 -

Millions

4150
S0 A

I Currently on Assistance
Never on Assistance

| g631 %638 g64p 5663 5523_ ___________

SFY03 SFY04 SFY0S SFY06 SFYOT SFYD8 SFY0DS S5FY10 5FY11

I Formerly on Assistance
=== Projections

On October 1, 2008VA State legislativehanges irchild
supportdistribution policy went into effecl ANF recipients

result, more money is distributed to families on assistance
(Figure 7.122) and less money is retained by tregesto cover

the cost of public assistance (Figure-3)1The big drop of

retained support in SFY09 was due to the combination of this
passthrough policy plus an increase in cases among parents

who went onto public assistance during the recession. IOSFY
DCS distributed nearly $634 million to all families, regardless
of public assistance receipt, which is about a 14% overall

increase from $556 million in SFY03.

support retained by t
counts on the retained support to help balance its budget, which
is DCS6 Abudget dr i assesmare Me a n w
money through to families, it diminishes the estimated funds the
state counts on from DCS.

he state

Figure 7.1-3 Retained Support and Cases Currently on Assistance
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Figures 7.44t07.28 show DCS®6
federal incentive measures (Figure-8)ldeveloped by OCSE

and reported by all states and Guam, the Virgin Islands, Puerto
Rico, and the District of Columbia. The charts show how well
DCS has perfaned compared to the national averages and
against the federal goals over the last six years. These goals are
the standards that must be attained to receive 100% of the
maximum federal incentive awards. For performance below the
goal, the incentive monieseadecreased accordingly.

perfor manc

The mternity esiblishment percentage (PEP) (Figure-Z)1

could receive up to $100 a month of child support collected for measur es DCS6 success in estab
one child and up to $200 a month for two or more children. As aborn out of wedlock. PEP is the number of paternities

established in the current year divided by thenher of children

in the IV-D caseload born out of wedlock during the previous

year. The assumption is that it takes a year to establish paternity.
Therefore, the PEP will sometimes exceed 100%.

Paternity establishment is the first step for children born

unwed parents in getting support for the child. Until paternity is
established, no financial or medical obligation for a child can be
set. DCS consistently performed above the national average and
has received 100% of the maximum federal incentive dd PE

for the last six years.
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Figure 7.1-4 Paternity Establishment Percentage (PEP)

Figure 7.1-7 Percent of Cases with Arrears Payments
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Projection

e WA DCS Score
MNational Average Score
= = Federal Goal (to attain 100% incentive funding)
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Projection

WA DCS Score
Mational Average Score
= = Federal Goal (to attain 100% incentive funding)

DCSshows consistent success in establishing orders (Figure
7.1-5). This measure, along with PEP, is a prerequisite
procedure of child support enforcement. Without an grde
nothing more can happen on a child support case.

Figure 7.1-5 Percent of Orders Established

100%
M . I . I . I . I . I l
FFY03 FFY04 FFYO7 FFYO8 FFY09

FFY05
Projection
WA DCS Score
MNational Average Score
= = Federal Goal (to attain 100% incentive funding)

80%
60%
40%
20%

0%
FFY0B

DCS® score on current
increased steadily over the past six years and continues to
perform above the national average. This measure shows what
percentage of current support due is collected on cases. It has
taken a grat deal of effort for DCS to gain traction on this
measure. Partial payments on the monthly order amounts

di mi ni sh DCS6 performance on
may exist that prevent an NCP from making payments in full.

Figure 7.1-6 Percent of Current Support Collections

FFY03 FFYO8

FFYO4 FFYO9
Prajection
. WA DCS Score
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20%

FFY05 FFYOB FFYO7

Sbgzport

The osteffectiveness ratio (Figure 7#8) measures total dollars
collected by total dollars expenddaCS has a long history of
making investmerston improving its performance to meet goals
addressed iits strategic plaa This investmenteads taDCS
maintaining itscost effectiveness rat@roundthe national
averagewhile perforning much better in other four measures.
Studies on this issue warn that states with too little investment
may enjoy a higltost effectiveness figure but at the expense of
overall performance.

The decrease in the cost effectiveness ratio for FFY08 is
attributed to an accounting error in the ESA Fiscal Services
Office. This error has been corrected and will be reflectedein th
next FFYO09 report. As a result, the increase in FFY09
performance is projected to be higher.

Figure 7.1-8 Cost Effectiveness Ratio
85.00

L T T T T T T
FFYO3 FFYO4 FFYO5 FFYOE FFYO7 FFY08

$3.00
. WA DCS Score
MNational Average Score
= = Federal Goal (to attain 100% incentive funding)

|

FFYOS
Projection

$2.00
41.00

$0.00

OCSEplans to add a measure for medical order establishment
(Figure 7.19) as the sixth federal measure soon. D@Sbeen
proactive in tracking performance of medical order
establishment for a decade and makes the data available to staff
via the DCS Performance Web site. The percentage of cases
with medical orders has shown slight, but steady progress from
83.4% inSFY03 to 86.1% in SFY09.

Figure 7.1-9 Percent of Cases with Medical Orders

= = Federal Geal (to attain 100% incentive funding) 90% -
‘ Note: Federalgoalnot yetestablished by OCSE.

Percentagef cases paying toward arrears (Figure-7).1s close 86% 1 " *
to 70% compared to the national average of 60%. This is also a| sz% - 2 % 2 & ?j 5 ®
difficult measure to improve. Cases not receiving full current o 4 ) & o
support build arrears. 78% 1

74%

T0% 4 T T T T T T

SFY03  SFY04  SFYOS  SFYO6  SFY07  SFY0S  SFY09
B 'WA DCS Score
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Figures 7.110 to 7.113 are sample charts displaying the results With the assistance of EMAP®8e FO PAs work closely with
of federal measures by FO and comparisons to the federal goalthe HQ Field Operations to determine performance projections

and national average. DCS leaders examine reaseimnd

for their respective office. These projections are based on a

disparities between low and high performing FOs. Performance variety of factors, such as historical performance, economic
gaps often stem from -tote®du &Ic fadiorss dnajlobhl and hatiamal ecandmicifdieaasts. Local

cases among the FOs, based on a variety of geographically

factors that may affect individual offices are also considered.

linked socioeconomic factors of the areas and clients they.serveFigures 7.114 to 7.215 are sample charts of FO performance

Figure 7.1-10 Paternity Establishment Percentage (PEP) by FO
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Figure 7.1-11 Percent of Orders Established by FO
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Figure 7.1-12 Percent of Current Support Collections by FO
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Figure 7.1-13 Percent of Cases with Arrears Payments by FO
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compared to projections.

Figure 7.1-14 Percent of Current Support Collections and
Projections by FO
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Figure 7.1-15 Percent of Cases with Arrears Payments and
Projections by FO
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Figure 7.116 is a screenshot from the SEO Dashboard that
demonstrates how staff can compare their performance to the
state, a FO, and to other SEOs in tleddf All DCS staff have

access to this dashboard. From the dashboard, managers,
supervisors, and staff can enter SEO numbers into the dashboard
to drill down to see individual performance comparisons.

Figure 7.1-16 Sample Screenshot of Individual SEO Dashboard
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=== Statewide Tacoma FQ) =—————S5E0Q#] = SEQ#2

DCS also tracks performance of the tribal caseload on all federal
measures except the cost effectiveness ratio. Figw#77.1

shows statewide tribal performance from FFY06 to FFYO08. This
information can also be drilled down to FO and SE@Is.
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Figure 7.1-17 Performance of Statewide Tribal Caseload Wisconsin in FFY08. Compared to the four states, WA

50% - performed better than three states in overall performance and
755 | slightly below Wisconisi. This comparison again illustrates that
0% A a high cost effectiveness ratio does not necessarily lead to high

5% . overall performance. A thoughtful investment of dollars into the

child support program is a key to its overall success. Cost

30% . . . .
15% effectiveness may aldme higher in states that rely more heavily
0% - on judicial rather than administrative processes because not all

the judicial costs may be counted in the expenditures. With

Paternity Order Collectionson  Paying Toward f : . .
Establishment Establishment Current Arrears lower eXpendltureS’ this ratio may be hlgher'
| FFY06 EFYO7 B FFY08 Figure 7.1-20 WA Performance Compared to Missouri, FFY08

) ) ] ) WA vs. Missouri
Figure 7.118 displays current support collection results of tribal | 1s0% -

caseload by FO. Not all FOs handle tribal cases.
100% - & WA

Figure 7.1-18 Current Support Collections of Tribal Cases by FO
75% i
50% &
o
60%
0% - T
45% Order Collections Paying Missouri
Established onCurrent Toward Effectlveness Qverall
30% Arrears Performance
15%
o Figure 7.1-21 WA Performance Compared to New Jersey, FFY08

Everett ife Olympla Seattle Spokane Yakima WA vs. New Jersey
FFY07 W FFY0S 100% 1
75%

DCSdesigreda rating systenfFigure 7.119) to compare its so%
overall performance to other state programs fhore objective
to make thecomparison based on overall performaheeause 25% 1
of the variability in the individual measureBhe rating system 0% -
weighs all five measures and gives overall scores for each state Order  Collections  Paying New Jersey
This comparison allows DCS to identify best practices Established onCurrent  Toward Effmwﬂﬂf—‘ss Gverall

Arrears Performance

improve itsperformanceSince FFY03, DCS has ranked in the
top 12 at the national leveBesides comparing its performance
to thenational scoe, DCS competes withther states (Alaska, Figure 7.1-22 WA Performance Compared to Virginia, FFY08
Idahoand Oregon) in Regioh0, one of theen OCSE regios.

WA vs. Virginia

DCShas maintained its ranking as tiop performer within the 175% 1 -
regionover the past six years 150% 1 B
1325% o i
Figure 7.1-19 DCS Rankings on Federal Measures 100% 1 ® WA
75%
FFY National Ranking ‘ Regional Ranking ‘ 0% A
2003 5" 1 25% 1
th st 0% 7
2004 7 1 Qrder Collections Paying Cost Virginia
" ot Established on Current Toward Effectiveness  Owerall
2005 9 1 Arrears Performance
2006 10" 1
2007 (preliminary) 4 1 Figure 7.1-23 WA Performance Compared to Wisconsin, FFY08
2008 (preliminary) 12th 19 WA vs. Wisconsin
*Note: DCS would have ranked eighth if the accoungngr on cost 150% 1 ®
effectiveness had notcurred. § WA
100% ®
. I . ®
In addition to comparing its performance to the national and § =)
regional averages, DCS compares its performance with certain | 3% 1 =
states that have similar socioeconomic conditions, such as
unemployment rate, population, total collections, proportion of 0% - order Colleci . ot ' iecons
. roer lons avmg IsConsin
cases on welfare program, etc. FiguresZQo 7.1223 compare Established omCurrent  Toward  Effectivensss  Oueral
WAb6s performance to Missouri, Arrears Performance 1
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The percentage of NCPsying (Figure 7.224)is ameasure

Figure 7.1-24 Percent of NCPs Paying Statewide

that was established internal| s% - 2
. . . [=]
accomplishment of enforcement and establishment functions. s0% | S
The measure is the ratio of total NCPs in theD\¢aseload to 0% 1 (5
the total number of cases the 2
paying goal is important because it encompasses many of the 30% 1
other DCS prformance measures. Since paternity and an order| 20% -
need to be established prior to collection, this statistic 10% -
encompasses a broaklKgureZzl@pe of 0% |
segments the results by FO. SEYOS SFY06 - - SFY09
mDCS B ESATarget
Figure 7.1-25 Percent of NCPs Paying by FO
B60% -
3
50% - o
&
40% A
30% -
Seattle Tacoma Everett Yakima Spokane Olympia Wenatchee Vancouver Fife Kennewick
W SFY05 B 5FY06 B SFYO7 B SFY0R M 5FY0D
7.2 Customer-Focused Outcomes Figure 7.2-3 Customer Satisfaction: Access to Information
. BO%
. . . . = =]
Figures 7.21 to 7.28 show results from the client satisfaction pwE o 75% E 8
. . G &
surveys conducted by DSHBany clients surveyed receive ED  70% - & o
. . . . = P~
multiple DSHS services, so client comments may not be specific & 5  ss% -
. . . . . . -
to DCS services. Als®CS believes its service is atypical of }’6 & 0% -
other DSHS services provided to clients making comparisonsto| £ £ gz, -
other DSHS administrations problematic. £8  Lox |
& E
= 2005 2007 2009 2007 2009
Figure 7.2-1 Overall Customer Satisfaction @
. BO% - Custodial Parents Mon-Custodial
o= 75% | g 8 Parents
a7 P~ o
£ 2 70% - L]
& E 65% A Figure 7.2-4 Customer Satisfaction: Courtesy and Respect
3 =
}c_j é 50% - = 90% - e
TS ssx - w T B5% - s
© 8 g C 80% - 8
a5 50% E g
B 2005 | 2007 | 2009 | 2007 Ze 7%
m
= 2 70%
. o =
Custodial Parents Mon-Custodial 2L g
Parents 83
= 60%
o =
= 2005 2007 2009 2007 2009
Figure 7.2-2 Customer Satisfaction: DCS Availability ¥
00% - Custodial Parents MNon-Custodial
" é;‘ ase 3 Parents
poo ]
£Z gow § 2]
53
B o 75% -
o &
=3 70% - ?rf
EZ 5%
8 o
5§ 60% -
o 2
B 2005 2007 2009 2007 2009
Custodial Parents Mon-Custodial
Parents
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Figure 7.2-5 Customer Satisfaction: DCS Timeliness and 7.3 Financial and Market Outcomes
Responsiveness

= 7% 7.3a (1) DCS has four primary sources for funding: 1) State 2)
e Ta" 65% - Federal match on State funding 3) Federal performance
E2 incentive and 3yrants. Figure 7.31 illustrates the total funding
7 § B0% - requested and approved by the WA State Legislature from
z g css SFYO03 to SFY08. For SFO6 to SFY08, the Legislature
E % approved a cost of living allowance for State employees and
E% 50% increased DCSds budget to help
= 2005 | 2007 ‘ 2009 2007 2009
¥ Figure 7.3-1 Funding from State Legislature
Custodial Parents MNon-Custodial $150 -
Parents
Figure 7.2-6 Customer Satisfaction: Overall Communication ; $100 -
= B5% é
2 E" 80% = §50 -
E g 75% R
35 70% - = R . . ; ; ;
I:g % 65% | SFY03 SFYD4 SFY05 SFY06 SFYO7 SFYO08
g E 50% B Budget Requested Budget Approved
= 2005 | 2007 ‘ 2009 2007 2009
Figure 7.32showsDCS6s f eder ancentpeer f or ma
Custodial Parents Non-Custodial eanings from FFY03 to FFY08Although DCS's performance
Parents has remained strong, other state child support programs are
taking a larger share of the fixed federal incentive dollar pool by
Figure 7.2-7 Customer Satisfaction: Clear Communication meeting the minimal requirements for earning a performance
—  B0% | incentive.Forexample, in FFYO04, fifty states met the minimal
n® 75% - " requirements to receive performance rewards on all five
£3  70% - o measures compared to only twenty eight states (including
85 gz Washington) ifFFY01 One of the key requirements for earning
3 § 0% | a performance incentive is togsthe Federal Data Reliability
% % — Audit (DRA). DCS has always passed the DRA (Figurel}.6
52 so% . .
o = 2005 2007 ‘ 2009 2007 2009 Figure 7.3-2 DCS Share of Federal Performance Incentives
m EEY Federal Incentive WA Incentive WA Share of
Custodial Parents Mon-Custodial Pool Payment Incentive Pool
Parents
2003 $461,000,000 $14,675,136 3.18%
It is difficult to obtain relevant@mparative datéor other 2004 $454,000,000 $13,445,851 2.96%
organizations providing similar servicd3CS is he only
organization in WA State thatrovides IV-D child support 2005 $446,000,000 $12,719,377 2.85%
services. While the customers and mission of the WA State 2006 $458,000,000 $12,679,446 2.77%
Department of Revenue (DOR) are different than that of DCS,
they both provide collection services. Figure-8.8hows the 2007 $471,000,000 $13,092,467 2.78%
overall cistomer satisfaction rating of DCS compared to DOR. — $483,000,000 $13,192,400 2 73%
Figure 7.2-8 Overall Customer Satisfaction *Note: 2008 incentive is estimated.
w 80% i
E DCShas been very successful in its grant applications. Figure
s, 80% 1 733 shows DCS6és success in rec
34 2o FFYQ9. The award amounts vary depending on the type of
5 = project. Figure 4.2 outlines the different grants and the
é 20% - purposes for eachragnt.
&
0% T
WADOR WA DCS
m 2001 2004 2005 m 2007 W 2009
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Figure 7.3-3 DCS Federal Grants Awarded DCS also measures financial return by the-eostidance of
public assistance expenditures due to the success of child

Total Grant % of Grants
FFY Y ——— ppspls) cvm) A support collections. DCS studissow that regular, dependable
child support payments divert families from seekiudplic
2003 $1,490,708 100% assistance. Figure Z8shows a steady increase in cost
2004 $1.375.765 100% avoidance for Food Stamps, TANF, and Medicaid. Total cost
avoidance for SFY08 is not available because Medicaid
2005 $1,375,765 100% information is not available at this time. Because there is no
2006 $915.996 100% standard formwa for States to calculate cestoidance, it is not
possible to compare DCS with othahild supportagencies.
2007 $915,996 100%
2008 $915,996 100% Figure 7.3-6 Cost Avoidance by Type of Public Assistance
2009 $1,399,407 100% 8120 s101 $106 sL14
5100 493 $93
One measure of DCSO6 financial _ s - ur e
compare with budgetilotment. Figure.34 s h o wéscaDC S| 5 460
responsibility by its ability to control costs and continuously 5 a0
remain under budget since SFYM®CS proactively plans for
thefuture. For example, even though the budget allotment for 520 J . . . l
SFY08 was the highest it has been in several years, DCS 5 ' ' ' '
understood that economic downturn would affect the state S5FY03 SFY 04 SFY 05 5FY 06 SFY07
budgetandprepare DCSfor expected budget shortfallSost Medicaid EEEMTANF  EEEFood Stamps  —@—Total
savingsweresought aarss all levels of therganization
including streamlined processes, reduced spentisiding Figure 7.37 shows how DCS expenditures are relatively low
vacar_1C|e$md offering retirement incentively addition to _ when compared to the tdtinancial return defined as a
meetlng budget restr_alnts for the current year, trle_ operational combination of total collections and cost avoidance.
savings wil/ h el the cosefiedtivepess f or manc e
measure and result in earning higher performance incentives. Figure 7.3-7 Total Expenditure vs. Total Return on Collections
Figure 7.3-4 Budget Allotments and Expenditures $800
5160 %600 -
$150 "
§140 - 5 S0 -
2 s130 = s200 -
=
gij;] I I . e e
$100 - . . . . . SFY 03 SFY 04 SFY 05 SFY 06 SFY07 SFYO08*
B Total Expenditure Total Return on Collections
SFY 03 SFY 04 SFY 05 SFY 06 SFY 07 SFY 08
m Budget Allotment Budget Expenditures *Note: Because cost avoidance data is not available for SFye08
Total Return will be higher.

There are many ways to measuIi7g8a(2PBCS & notd cBndpstifve Busineds & the tFaditionalC h i |

support collected by DCS either disbursed to clients or sense. As the sole state agency designated to collect child
retained by the State to reighpposetth®OCSHabberdy TAMbetiti on
expenditure. Figure 7-8 shows the total amount of support private collection agencies tribal agencieswhile some
collected, distributed, and retained for the last six years. private child supportollection agencies exist in other states,
none are based in Washingt@espite the ability for WA to go
Figure 7.3-5 Total Child Support Collected, Disbursed, and Retained the way of many other states a
633 5705 support services, WA State continues to use its very successful
SIS0 1 s som  sew 9% S pugﬁc agency moel. Therefore, they likely have miniymal
$600 - impact as a competitor. Also, for the privatdlection agencies
S sy - that do exist, comparative data is unavailable.
= $30 4 All State IV-D agencies compete with each other for Federal
5150 - Il ncentive fundi ng.beviel&adits mar k e
g - | I N O O share of the incentive pool. Figure 23 hows Was hi ngt

share of the overall Federal Incentive Pool. The fixed incentive
pool is divided among the different States depending on their
Disbursed ~ mmmRetained Support ~ ——Total Collections performance in the measures. As shown by Figiired to 7.

8, WA has a history of excellent performance above the national

SFY03 S5FY04 SFYODS SFYO6  SFYO0Y  SFYO08
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average. Also, Figure -3 shows that total collections are Figure7.4-2 shows theemployeesatisfactiorsurveyresults for
i ncreasing each year . Ther ef oecognitiontségentedby officeNcratiah Intresgonsdtthen DCS

share of the incentive pool through FFY06 can be attribtte surveyand staff input, DC#creased the amount of money
the improving performance of other states, earning them larger allotted for recognition iSFY08 from $4per FTEto $10per
pieces of the pool. As a res kTE(Rigue®48)n t hough DCSd perfor ma
remains consistently strong, its share of the pool is decreasing.
Figure7.4-2 ESS: 61 receive recognitiodon for a
o 0%
7.4 Workforce-Focused Outcomes g o
EE 45% =
7 4a (1) DCS evaluates waforce engagement and satisfaction e 30%
through theemployeestaff satisfaction surve§ESS) that is % 7 1;;:
[« %

conducted every 18 monthBhe survey can be segmented down
to each office. DCS reviews the data and incorporates initiatives E
into the strategic plan to addregsportunities for improvement. i
These initiatives cascade down to the individual offices. Each
office creates their own action plan to address these
opportunities thereby engaging the diversity of their workforce.
This yields action plans that are meaniigb staff as well as
being innovative and creative.

m 2006 W 2007

Figure 7.4-3 Employee Recognition Budget Allotment

810 - - $14,000 =
Figure 7.41 shows results from the DSHS Employee w s D o
Satisfaction Survey conducted in Zdnd 2007. DCS shows an | & - $10000 £ K
increase in the 2007 satisfaction survey in comparison to its % 36 - $8,000 5
2006 survey results. £ s - $6000 &
S - S4000
Figure 7.4-1 Employee Satisfaction Survey Results by DCS Values T 82 L $2,000
S0 - . T - 50
Continuous Learning 459 m FY07 FY08 FY09
58%
mm Funding per FTE ——Total Funding
Diversity | . . ,
6% Workforce engagement and satisfaction can also be measured in
_— workforce alignment with the MVV of DCS and the
workforceds ability to prdvide
Excellence | illustratesD C Shigh response rate in workforce connection to
Figure7.4-4 ESS: Al know how my work contribu
Innovation a8% my agency.o
50%
Integrity i 81%

83%

o] C icati
penommunication 8%

84%

Trust
rus 39%

43%

Figure 7.45 shows DCS progress in engagitsgvorkforce
: : : . . . . through involvement in decision making. The results show
20% 30% 40% 50% 60% 70% 80% 90% improvement from 2005 to 2007. tasponse tthe sureyand
. staff input DCS created a temporary staff development position
Percent of Employees Satisfied . . -
(Always or Usually) dedlcat'ec.j'to increase the staff.QeveIopment opportunities and
accessibility of these opportunities.

I

m DC52005 m DC5 2007 B ESA 2005 ESA 2007
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