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Division of Child Support Services

Our Mission is to Enhance the Well-
Being of Children by:

* Locating Non-Custodial Parents
* Establishing paternity

« Establishing, enforcing and
modifying support obligations
(financial and medical)

* Collecting and distributing support
payments

DCSS is Governed by these Values:
* Put Children First
* Children need both parents

e Customer Interaction is an
opportunity

* Employees are valuable resources
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Georgia’s Vision is to be:
* Ranked in the top 10 states
nationally

« Recognized nationally as a
trendsetter for best practices

* Program of choice for
employment and outreach
partnerships
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Program Data

DCSS is responsible for the statewide administration of the child support enforcement program under the provisions of
Title IV-D of the Social Security Act (42 U.S.C. 651 - 669).

Program Legislative Authority

State Authority / Reference Official Code of Georgia, Annotated, Titles 9 and 19 and Departmental Rules, DHS Rules at 290-7-1

Felelsigs LA ale) eV REEIfEiflpleisl | Code of Federal Regulations, Title 45, Parts 300-399

Budget

Total budget SFY 2022 $109,700,100
0% State funds 24% = $26,258,573

% Federal funds 73% = $79,645,803

U O EREUNGES 3% = $3,795,760

Program Information

Performance Measures (based on federal fiscal year):
» Paternity establishment

Performance indicators . : * Arrears paid _ - Collections
Qgrderestablisnment « Undistributed collections . Cost Effectiveness
» Current support paid « Locate

Total offices 55 local offices excluding state, region and specialty/hub offices
Total number of positions 1,160

Iotal \CaSEl Ot MO IFEEYA2020) 356,887
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Child Support Services

Intake
Walk-ins Locate Paternity;

Mail Au;omated IInterfac;]es Establishment
Portal and Manual Searches . .
Paternity Testing

Referrals

Einancial
Centralized Payment Processing by the
Family Support Registry (FSR)

Court-erder
Enforcement EStablishment
Administrative and Judicial Actions Financial Support, Medical
collect delinguent payments (drivers license Support

suspension, passport denial, tax intercept, Process Service (Sherriifior
lottery winning intercept, etc.) private proGCess Sernvern)

Outreach Programs

DCSS has partnered with other government
and community agencies to develop a
comprehensive network of services —
Fatherhood and Parental Accountability Court
programs.

Review & Modification
Administrative and/or Judicial Review. of
orders 36 months old or older.

possible modification of support amount
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Customer Service Options

In-Person
Appointment

Interactive
Voice
Response
(IVR)

Customer
Communication
Center

Online
Services
Portal

Mobile App
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Self-Service Options

The Division of Child Support Services has several self-service options available that allows you to access case
information easily and quickly. Use any one of the options below to make managing your case a breeze.

Mobile App [
The DCSS mobile app is a great way to get information on your case or make child support
payments with your credit card or bank account.

Customer Online Portal
The Customer Portal is an interactive website that empowers you to get information
about you case. The Portal gives you convenient access to your case 24 hours a day.

Communications Center
Call us on our automated phone system or chat with someone live to get access to your case. You
can get information about your payments, balances, court information, license suspensions and more.

@ MoneyGram
Don’t have a bank account? No problem! Pay by cash at any MoneyGram location. All you
Moneyalan need is your case number, the cash and the receive code (14655).
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Customer Service Options

Communication Center

Chats Logged
October 1, 2018 to September 30, 2019

m Chats Offered

45,351 45,577

® Chats
Answered

Calls Logged
October 1, 2018 to September 30, 2019

m Calls Offered
to Agents

755,258 786,798  mCalls

Answered

Chats Logged
October 1, 2019 to September 30, 2020

m Chats
Offered

92,966 92,966

m Chats
Answered

Calls Logged
October 1, 2019 to September 30, 2020

m Calls Offered
to Agents

714,773

793,906 g calls

Answered

Chats Logged
October 1, 2020 to June 30, 2021

m Chats Offered

84,872 84,872 = Chats

Answered

Calls Logged
October 1, 2020 to June 30, 2021
m Calls Offered
to Agents

483,803

527,569 mCalls
Answered
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Self-Service Options

Mobile App
Total Downloads by Device Type Active Portal vs. Mobile Users
Since Mobile Rollout through Since Mobile Rollout through
06/30/2021 6/30/2021

m Portal - 89,233
W Android

Apple H Apple
328,514

Android

355,637

= Mobile - 252,939
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Customer Visits

DCSS Walk-in Customer Office Visits

350,000

300,000

250,000

200,000

150,000

100,000

50,000

TOTAL

EFFY18 BFFY19 OFFY20 BFFY21
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Customer Appointment Requests

Appointment Requests Logged
October 1, 2020 to June 30, 2021

5,000
4,500
4,000
3,500
3,000
2,500
2,000
1,500
1,000

50

o

Oct-20 Nov-20 Dec-20 Jan-21 Feb-21 Mar-21 Apr-21 May-21 Jun-21

= Appointment Escalations Mobile App Appointment Requests
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Requests vs. In-Person Visits

Mobile App Appointment Requests
October 1, 2020 to June 30, 2021

In-Person
Appointments
Needed
942
Mobile App
Appointment
Requests
35,193

® Mobile App Appointment Requests
= In-Person Appointments Needed
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Communication Center

Appointment Requests
October 1, 2020 to June 30, 2021

In-Person
Appointments
Needed
529

Appointment
Requests
12,451

®m Appointment Requests

= In-Person Appointments Needed
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Paternig Establishment Percentage gPEP!

45 CFR § 302.31

Performance Impact

Paternity Requirement — 90%

» Office paternity testing modified

« Court dates limited in certain areas

« Genetic testing orders require signatures
* Prison Paternity Program suspended

Statewide PEP
2020 - 2021 Monthly Comparison

70.00%
60.00%

0.00%
January  February March April

FFY 2020 ®mFFY 2021

50.00%
40.00%
30.00%
20.00%
10.00%

June

» Projected to end FFY around 88%
« Paternity Acknowledgment (PA) Forms
« Limitations on the number visitors

Voluntary Paternity Acknowledgment Forms
2020 - 2021 Monthly Comparison

4,000
3,500
3,000
2,500
2,000
1,500
1,000
500
0
January February March April May June
FFY 2020 3,871 3,360 3,234 2,568 2,834 3,159
mFFY 2021 3,331 3,295 3,686 3,607 3,523 3,765
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Operations
Continued remote work options
Virtual and in-person training
Continued paternity testing focus
Enhancements to self-service options
Increased automation

Presidential Priorities
* Increase performance
* Improve data reliability
* Provide employees with additional
support
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Questions

John Hurst

Assistant Deputy Commissioner
Georgia Department of Human Services
Georgia Division of Child Support Services
Office phone: 404-463-0992

Email: John.Hurst@dhs.ga.gov
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